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Abstract 
 
Those who commission new buildings, or rent new premises, are now more likely to 
request greater flexibility in the design (Weatherhead, 1997). Many literatures have 
pointed out that a flexible workplace would not only help organizations to cope with 
and response fast to the uncertain and ever changing business environment, but also 
help them to meet the future needs. Another advantage brought by flexible workplace, 
by general perception, is the increase of productivity, or work efficiency. 
 
Nevertheless, the literatures relating to the flexibility of real estate is diverse and often 
disjointed (Gibson, 2000). Also, an increase or decrease in productivity following the 
introduction of flexible workplaces does not mean, by definition, that flexible 
working is the cause of these changes, and future evaluative research should be set up 
within a more interdisciplinary framework. (van der Voordt, 2004)  
 
This research aims at investigating the relationship between flexible workplace and 
workplace satisfaction in corporate village. By finding out the relationship also 
between workplace satisfaction and productivity, it is hope that both flexible 
workplace and productivity can be linked up. Cathay Pacific Airways, who has its 
headquarters – Cathay Pacific City located at the Hong Kong international airport, 
was invited to act as the examinee for this research.  
 
Questionnaires have been sent to facilities coordinators of Cathay Pacific Airways to 
collect their views on flexible workplace and workplace satisfaction. An interview 
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was also being held with the Building and Services Support Manager from Property 
and Services Department in Cathay Pacific Airways to obtain more background 
information about Cathay Pacific City. 
 
Relationship between workplace satisfaction and productivity has been found positive 
from review of literature. The results from analyzing the data collected from 
questionnaires revealed a positive relationship existed between flexible workplace and 
workplace satisfaction. Also, positive relationships are found between flexible 
workplace and most of the components affecting workplace satisfaction, like 
suitability, communication and accessibility. These results are mainly due to the use 
of open-plan office design and newly provided amenities inside Cathay Pacific City. 
 
Though it is proved that a positive link exists between flexible workplace and 
workplace satisfaction, further investigation is encouraged to study the relationship 
between flexible workplace and workplace satisfaction with larger number of 
examinees so as to further test such hypothesis.  
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Chapter 1 Introduction 
 
1.1 Background and significance of research 
 
In recent years, some companies have put a lot of money to build new headquarters 
buildings or even corporate villages. These would not only act as a symbol which 
represent the corporate image, but also provide the company with a flexible 
workplace environment. The Waterside corporate village of British Airways is a good 
example. The village, which includes six buildings for housing all the major 
departments of British Airways, represents the new heart of the company.  
 
‘Those who commission new buildings, or rent new premises, are now more likely to 
request greater flexibility in the design.’1 Many literatures have pointed out that a 
flexible workplace would not only help organizations to cope with and response fast 
to the uncertain and ever changing business environment, but also help them to meet 
the future needs. Becker (2000) even pointed out that ‘flexibility has become a matter 
of organizational survival for many organizations as we embark on the twenty-first 
century.’2 Another advantage brought by flexible workplace, by general perception, is 
the increase of productivity, or work efficiency. That’s why many organizations have 
started their workplace transformation in recent years. It is hope that the new 
headquarters would let the organizations benefits from the advantages brought by 
flexible workplace.  
 
                                                 
1 Weatherhead, 1997, p.10 
2 Becker, 2000, p.28 
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Given that real estate is inherently an inflexible asset, corporate real estate managers 
are trying hard to make it flexible in many ways, so as to enable the company to adapt 
the changes in the business environment. However, before finding ways to increase 
flexibility, corporate real estate managers must firstly understand what is really meant 
by flexible property, as well as what kinds of flexibilities are needed for their 
companies.3 This is a problem which is faced by many corporate real estate managers 
nowadays. ‘One way in which corporate real estate managers can gain a greater 
insight into the problem is by recognizing that real estate is often considered from a 
variety of perspectives: as a physical, functional and financial asset. Each of these 
flexibility leads to a different source of flexibility.’4 The increase of flexibility, be it 
physical, functional or financial, would inevitably involve paying extra cost over it. 
So whether the advantages brought by flexible workplace could offset the increased 
cost incurred is a great concern.  
 
It is hard to prove either the flexible workplace would really help organizations adapt 
to changes in the tough business environment at present, or it would let the 
organizations to meet their future requirements. These will be proved only after a 
large amount of data is collected after many years of the operations of organizations. 
However, it is possible to prove whether the flexible workplace does help increasing 
the workplace satisfaction, by comparing the situation before and after the workplace 
transformation.  
 
                                                 
3 Gibson, 2000, p.38 
4 Gibson, 2000, p.38 
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Nevertheless, ‘the literatures relating to the flexibility of real estate is diverse and 
often disjointed’,5 not to say the literatures revealing the relationship between flexible 
workplace and workplace satisfaction, or even work efficiency. Also, ‘an increase or 
decrease in productivity following the introduction of flexible workplaces does not 
mean, by definition, that flexible working is the cause of these changes,’6 and ‘future 
evaluative research should be set up within a more interdisciplinary framework.’7 
Fairris (2002) also suggested that more research should be done in order to find out 
whether productive efficiency enhancement is due to the movement of workplace 
transformation.8 In view of the above reasons, this research is set up to investigate the 
impact of flexible workplace on workplace satisfaction, which affects the productivity 
of an organization. The following is the figures explaining relationships between 
workplace, workplace satisfaction, job satisfaction and productivity.  
 
                                                 
5 Gibson, 2000, p.40 
6 van der Voordt, 2003, p.135 
7 van der Voordt, 2003, p.146 
8 Fairris, 2002, p.667 
Chapter 1 – Introduction 
 
 
 4
 
Fig. 1.1: Relationships between workplace, workplace satisfaction, job satisfaction 
and productivity.  
 
Generally speaking, there are already quite a lot of literatures stating the relationship 
between workplace and productivity (the upper green link). If an in-depth view is 
taken to look at the relationship, one possible route for proving the relationship is 
firstly to prove the relationship between workplace and workplace satisfaction (the 
red link), the relationship between workplace satisfaction and job satisfaction, the 
relationship between job satisfaction and productivity of an organization (the lower 
two green links). However, there is less literature aims at proving the relationship of 
red link.  Thus, the red link is actually very weak. This research is aimed to study such 
relationship, but focus on whether the increase in flexibility of workplace will lead to 
increase in workplace satisfaction, which finally leads to increase in productivity of 
organization. That is why this research plays an important role in proving the idea that 
more flexible workplace would lead to increase in productivity in organization.  
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1.2 Objectives of research 
 
Experiment has shown that productivity is significantly correlated with average job 
satisfaction.9 At the same time, workplace satisfaction contributes to average job 
satisfaction. That is to say, there is a positive relationship between workplace 
satisfaction and productivity. Still, researches about flexible workplace and workplace 
satisfaction can rarely be found.  
 
As mentioned above, this research aims at finding out the relationship between 
flexible workplace and workplace satisfaction. However, some studies have to be 
done in advance to the research. The objectives of this research are as follows: 
 
1. To study flexibility of corporate real estate 
2. To study the relationship between workplace environment and productivity. 
3. To study the relationship between job satisfaction and productivity.   
4. To study the relationship between workplace satisfaction and job satisfaction. 
5. To find out relationship between flexible workplace and different components 
affecting workplace satisfaction. 
6. To find out the relationship between flexible workplace and workplace 
satisfaction. 
7. To give recommendation to corporate real estate managers on the management 
of flexible workplace.  
 
                                                 
9 Patterson, Warr and West, 2004, p.193 
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It is hope that the data provided in this research will facilitate other researches in the 
work of whole relationship between flexible workplace and productivity in 
organization.  
 
1.3 Methodology 
 
To achieve the above objectives, extensive literatures review has been done. Also, in 
order to find out the relationship between flexible workplace and workplace 
satisfaction, questionnaires were sent to staff working in Cathay Pacific City to collect 
data for analysis about workplace satisfaction before and after moving into Cathay 
Pacific City. The data was analyzed to find out the correlation between flexible 
workplace and items which contribute to the workplace satisfaction by using program 
SPSS. Besides, interview has been conducted with the Building and Support Services 
Manager of Property and Services Department in Cathay Pacific Airways to obtain 
more information on the architectural features and management of Cathay Pacific 
City. Finally, relationship of flexible workplace and workplace satisfaction was 
revealed.  
 
1.4 Outline of research 
 
In this research, literatures about flexibility, as well as the relationships between 
workplace, job satisfaction and productivity have been reviewed. Then, data collected 
from Cathay Pacific Airways was analyzed. After that, relationship, if any, between 
flexible workplace and workplace satisfaction was found. Finally, some 
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recommendations were suggested regarding the management of flexible workplace to 
the corporate real estate manager.  
 
1.5 Limitation 
 
The findings in this research will be limited according to the characteristics of Cathay 
Pacific Airways. First of all, Cathay Pacific is a Hong Kong based company, so as her 
headquarters – Cathay Pacific City. Thus the results may only applicable to Hong 
Kong companies only. Also, given the scale of Cathay Pacific Airways, with over 
15000 staff globally, in which over 3000 staff are working in Hong Kong 
headquarters, the findings may also be bounded to those companies having similar 
scale to Cathay Pacific Airways. However, despite the fact that Cathay Pacific 
Airways is a company in aviation industry, companies in other industries having 
similar properties to aviation industry would be able to take the results of this research 
as a reference.  
 
1.6 Chapter summary 
 
This chapter has explained the rationale and significance of carrying out this research 
to study the relationship between flexible workplace and workplace satisfaction. 
Moreover, methodology of research and flow of data analysis have been stated, 
followed by the outline and limitations of this research.  
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Chapter 2 Literature review 
 
2.1 Introduction 
 
There is no denying that nowadays the business environment is tough. Only can those 
organizations who response fast and adapt to change survive in this uncertain and 
fluctuating world, be they in whatever industry. As an important asset of organization, 
Corporate Real Estate, being a physically inflexible entity to organizations, has to be 
made flexible for the assentation of need of organizations. This explains why it is 
necessary to include flexibility in Corporate Real Estate itself. In the following 
sections, literature about corporate real estate, flexibility and relationship between 
workplace and workplace satisfaction will be reviews, with special attention given to 
airline industry due to the business nature of Cathay Pacific Airways who act as the 
examinee of this study.  
 
2.2 The ever changing world 
 
There is a metaphor in Chinese saying that things in the world are just like the 
chessmen in chess, there will be a new arrangement for every new game. The world 
keeps on changing, so does the business environment. Now, “[…] every corporation 
is running really hard. Everything is changing very fast and there is no surety 
anymore.”10 Adaptation to change seems become the essential element in business 
strategy in order to let the organization to survive.  
 
                                                 
10 Dewulf, Krumm and de Jonge, 2000, p.36 
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According to Michael Joroff11, established values and assumptions are continually 
being challenged in current business environment. Also, there are new competitors 
appear from unexpected places. For example, in the airline industry, few would have 
expected before that there are so many low cost airlines arise nowadays which 
seriously affect the revenue of existing internationally renowned airlines. Moreover, 
he pointed out that deregulation is undermining the old order. This affects everything, 
especially the airline industry, which increases the competition between airlines. The 
critical point is that customers are demanding greater speed, quality and cost-
effectiveness. This brings continuous impact to the airline industry since airline 
business itself is customer oriented. That is why organizations must be themselves 
flexible in order to achieve competitive advantage.  
 
2.3 Functions of Corporate Real Estate  
 
Before going further, functions of corporate real estate must be understood so as to 
have a clearer picture of incorporation of flexibility in corporate real estate.  
 
“Real estate and facilities fulfill two critical roles supporting the work of the 
organization and the realization of its competitive strategy. The first role is to 
physically support the production process. Real estate provides a central place 
for people to gather and work to be done. The second role is the symbolic 
representation of the organization to the world.”12 
 
                                                 
11 Dewulf, Krumm and de Jonge, 2000, p.36 
12 O’Mara, 1999, p.4 
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The function of corporate real estate can be further elaborated as follow: 
 
“Businesses need property in order to generate turnover and profits – every 
business needs some sort of property in which to carry on its activity. In this 
respect, property is functional and secondary to the main business activities.” 13 
 
As mentioned above, the primary function of corporate real estate is to provide a 
physical working environment for corporation to carry out its activities. Moreover, 
corporate real estate also helps establishing corporate image, which is of supreme 
importance in current business world. The construction of Waterside corporate village 
of British Airways is a good example. The Waterside development provides 
accommodation for the commercial, marketing, financial and strategic development 
plus HR, training and development functions of British Airways.14 That is to say, this 
corporate village has become the heart of British Airways. This explains why 
corporate real estate plays a significant role in corporations, and management of 
corporate real estate becomes part of the corporate strategy.  
 
Though there are lots of literatures pointing out the importance of real estate in a 
corporation, such valuable resource is still not being managed well to certain extent. 
There are even still many companies fail to realize that their real estate is as much a 
corporate asset as capital, human resources or knowledge and as such needs to be 
managed thoroughly.15 O’Mara’s conclusion on his study on real estate, which is 
                                                 
13 Edwards and Ellison, 2004, p.9 
14 Bradley and Osborne, 1998 
15 Hoenen, 2003, p.1 
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“Organizations hate making decisions about real estate and facilities”16, may be able 
to explain such phenomenon.  
 
2.4 The rising importance of flexibility in Corporate Real Estate  
 
The major function of corporate real estate is to provide physical workplace for 
corporate activities, and the corporations nowadays are facing ever changing business 
environment. Since the business environment affects the nature of work, and the 
nature of work affects the design and characteristics of workplace which is built to 
execute the work, there will be a chain reaction which affects both the nature of work 
as well as the workplace when there are changes in business environment. 
 
As mentioned before, every business needs some sort of property so as to keep it 
running, and there is no exception for the airline business. Also, corporate image is of 
utmost importance in nowadays business environment which is full of 
competitiveness, especially in the airline industry, which is customer oriented. 
Moreover, the aviation industry is facing an incredibly uncertain environment after 
the 911 incident. Not only has the terrorism affected the aviation industry, but also the 
oil crisis which happens frequently in recent years. Such externalities, together with 
political and economical factors which already impose great uncertainty on the 
aviation industry, organizations in such industry must be able to response to these 
factors as quick as possible.  
 
                                                 
16 O’Mara, 1999, p.1 
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Nonetheless, the aviation industry is just an example; there are still many industries 
with their organizations working in an environment which is lack of assurance. That is 
why ‘today’s organizations are making concerted efforts to align their workplaces 
and the work that takes place within them. Physical aspects of these workplaces are 
being deliberately altered to match the work.’17 The following text may further 
elaborate why such alignment comes out: 
 
‘[…] today’s competitive pressures, changing work practices and high 
uncertainty require something more: something called operational agility. 
Agility is the ability over time to respond quickly and effectively to rapid change 
and high uncertainty. In the context of the workplace, that agility is achieved 
through the co-evolution of workplace and work.’18 
 
Though the alignment of work and space was once considered as an innovative idea a 
decade ago, it has become mainstream practice.19 The product of such alignment 
would be agility, which consists of agile workplace.  
 
There is one point worth noticing, which is ‘[…] organization are fundamentally fluid, 
dynamic entities which must evolve in response to their environment. The faster they 
evolve the more likely they are to survive and prosper. Hence the call for flexible 
resources.’20 These resources, of course, include corporate real estate. However, as 
suggested by Gibson, the flexible property is of something which is elusive. Also, real 
                                                 
17 Gartner and MIT, 2001, p.20 
18 Joroff, Porter, Feinberg and Kukla, 2003, p.294 
19 Joroff, Porter, Feinberg and Kukla, 2003, p.294 
20 Gibson, 2000, p.40 
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estate itself is a static, physical, unique and immovable asset. Such characteristics 
impose difficulty to make the asset to achieve greater agility.21 Nevertheless, there are 
still ways to gain flexibility even from an asset which is inflexible.22 Since flexibility 
in property is the key to provide flexible workplace to employee, thus, in order to 
achieve greater agility, or higher flexibility in workplace, it is essential to understand 
the definition of flexibility23 and what it is in the perspective of property.  
 
2.5 What is meant by flexibility? 
 
If the word ‘flexibility’ is being looked up in any dictionary, there would be lots of 
definitions including capable of being bent, pliable, tractable etc. However, when it 
comes to the flexibility in Corporate Real Estate, the definition of flexibility must be 
found out in the light of the same field. Nevertheless, the ‘literature relating to the 
flexibility of real estate is diverse and often disjointed.’24 Thus, it is not easy to find a 
consistent definition of flexibility. In the context of real estate, the definition of 
flexibility could be viewed from several perspectives, given that the field of real estate 
comprises of different professionals from various backgrounds, which include 
architects, surveyors, engineers, property managers etc. There are some perspectives 
of flexibility suggested by number of writers, which will be described one by one in 
the following. 
 
 
                                                 
21 Gibson, 2000, p.40 
22 Gibson, 2000, p.44 
23 Woollam, 2003, p.77; Best, Langston and de valence, 2003, p.215 
24 Gibson, 2000, p.151 
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2.5.1 Flexibility from the point of view of lease term 
 
A report from RICS pointed out that flexibility is related to lease term of corporate 
property. In nowadays fast moving markets, the ability to react to such circumstances 
is essential for many businesses, which means that the companies do not want to be 
tied into long lease.25 Thus, there are various approaches to achieve, or increase 
flexibility. ‘Companies with diverse business interests, taking a long term lease on a 
building that can be used by several subsidiary companies helps to spread the burden 
and create some flexibility.’26 Also, knowing how to work with clients can also help 
increasing property flexibility.27 The thought of people as an element to affect the 
flexibility of corporate property is also being seen in the book of Horgen et al. In their 
book, workforce was described as an element which contributes the influence of 
flexibility of workplace environment. 
 
2.5.2 Flexibility from the point of view of space and people 
 
Horgen et al. suggested that flexibility ‘refers to the capacity of a place to support, 
with low-cost adjustments, a variety of activities that make different demands on the 
space. As work evolves in unexpected ways, or as new participants bring new 
requirements, the participants can easily redeploy their space, themselves, and their 
resources to undertake new actions.’ 28 What Horgen et al. pointed out about 
flexibility mainly concerns the workplace environment, especially the relationship 
                                                 
25 RICS, 2001, p.22 
26 RICS, 2001, p.22 
27 RICS, 2001, p.22  
28 Horgen, T., Joroff, M. and Porter, W., 1999, p.232 
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between the workplace environment (space) and the work process (function), where 
flexible space and technological arrangement would make the workplace process to 
be possible to change in response to evolving needs and goals.29  
 
Besides, Horgen et al. also developed a model about flexibility and workplace, where 
the workplace is described in terms of four elements: spatial, organizational, financial 
and technological.30 These four elements, as described by Horgen et al., are in 
dynamic relationship with one another, any change in one would result in demand of 
change in others. They argued in the context that the flexibility required in workplace 
is related to space, the facilities of organization, the labour of organization as well as 
the work processes.  
 
                                                 
29 Horgen, T., Joroff, M. and Porter, W., 1999, p.232 
30 Horgen, T., Joroff, M. and Porter, W., 1999, p.49 
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Fig. 2.1: The four independent dimensions of the work environment suggested by 
Horgen et al. – spatial, organizational, technological, and financial – constitute the 
workplace. They are in a dynamic relationship with one another: A change in one 
demands change in others. (Source: Horgen et al., 1999, p. 49) 
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2.5.3 Flexibility from the point of view of corporate real estate manager 
 
‘From point of view of a corporate real estate manager, the physical, functional and 
financial aspects of a property are those over which they have control or influence, 
and therefore any framework will need to consider these as sources of flexibility.’31  
 
Under Gibson’s (2000) argument, flexibility is divided into three categories, namely 
physical flexibility, functional flexibility and financial flexibility, where all of them 
can be controlled by the corporate real estate manager. Under Gibson’s framework, 
physical flexibility concerns the use of internal space of building, i.e. the layout plan 
of building, while functional flexibility and financial flexibility concern the number of 
activities that the building can support and the lease term of building respectively.  
 
2.5.3.1 Physical flexibility 
 
This kind of flexibility is often considered when a new building is being evaluated.32 
The corporate real estate manager will evaluate the building plans of the building, to 
see how the internal space of building could be used. Physical flexibility concerns 
mainly three issues:33  
 
• Ease of reconfiguring space; 
• Efficiency of space;  
• Physical impediments to change.  
                                                 
31 Gibson, 2000, p.41 
32 Gibson, 2000, p.41 
33 Gibson, 2000, p.153 
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However, there are some criteria attached to measure the physical flexibility. These 
include the cost and time of reconfiguring space, percentage net to gross area with 
regard to efficiency of space and ceiling height, bay widths, positioning of column etc. 
when it comes to physical impediments to change.34 That is why a building supports 
wider range of layouts means it is more flexible physically. Thus the positioning of 
columns, shape and size of floor plate as well as use of modular floor plate, raised 
floor and movable partition wall etc. would greatly affect the physical flexibility of a 
building.  
 
2.5.3.2 Functional flexibility 
 
As mentioned above, functional flexibility concerns the range of activities that a 
building could support. Issues brought out to evaluate functional flexibility include:35 
 
• Variety of activities/processes undertaken; 
• Ability to support movement of staff; 
• Ability to change use. 
 
Just like physical flexibility, there are also criteria to measure functional flexibility36, 
which mainly concerns whether: 
 
• there is balance of uses within building when deciding what kind of activities 
to be supported: As the business environment changed, organizations usually 
                                                 
34 Gibson, 2000, p.153 
35 Gibson, 2000, p.153 
36 Gibson, 2000, p.153 
Chapter 2 – Literature review 
 
 
 19
need to change the work processes and activities to adapt to the new 
environment. For instance, the paper work activities before has now being 
replaced by online working activities. However, ‘part of this evaluation will to 
some degree go back to physical issues, such as IT infrastructure that a 
building could house, but other factors, including the location of the building 
and any potential planning restriction, also come into play’,37 this will be 
discussed in the following. So there is actually a close relationship between 
functional flexibility and physical flexibility.  
• standardized furniture/equipment is used so that during churn (staff movement) 
in office, it is the staff to move rather than reconfiguring the hardware inside 
office, like furniture and services.38 
• it is feasible to change the use of building.39 As mentioned before, location of 
building, as well as the planning restriction imposed on the site would greatly 
affect the feasibility of changing use of building or land. 
 
2.5.3.3 Financial flexibility 
 
Financial flexibility is also called tenurial flexibility. As far as this kind of flexibility 
is concerned, lease terms in land lease are usually a determinative factor. A report 
from RICS revealed from case studies that shorter lease would bring higher 
flexibility.40 Nonetheless, recently there is a research revealed that freehold ownership 
                                                 
37 Gibson, 2000, p.41 
38 Strohm, 1995 
39 In Hong Kong, approvals from various government bodies, like buildings department, lands 
department, town planning department, are needed in order to change the use of building.  
40 RICS, 2001, p.22 
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is the only possible way to achieve financial flexibility.41 This is because ‘corporate 
occupier would have a total control over what would happen to the property, such as 
sell, sublet or mothball.’42 Issues suggested by Gibson43 for evaluating financial 
flexibility of building include the ability for the organization to vacate and the ability 
to let or sub-let the office space. If the organization has the ability to vacate, then the 
lease term must be short enough so that when the work processes or activities have 
changed, the organization is able to find another workplace which is more suitable for 
the changed working style in a short period of time. In this case, the cost incurred in 
moving office is largely depends on the lease term, which greatly affect the financial 
flexibility of an organization.  
 
On the other hand, if the organization is able to let or sub-let the asset, then it will not 
be tightened by the lease term, even if they need to move out due to change of work 
processes and activities. Nonetheless, according to Dewulf et al. (2003), leasing is 
‘not necessarily the most flexible choice as a lease may have several limiting 
conditions and expose the organization to other kinds of risks’,44 thus freehold 
ownership becomes another way to achieve financial flexibility. This explains why 
there are two means, which are leading to totally two different directions, of achieving 
financial flexibility.  
 
However, recent research has shown that flexible leases are getting more popularity 
and ‘flexible leasing is currently seen as “best practice” among top-performing 
                                                 
41 Avis and Gibson, 1995 
42 Gibson, 2000, p.41 
43 Gibson, 2000, p.153 
44 Best, Langston and de Valence, 2003, p.215 
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companies’.45 It is clear that business welcome the advantage brought by flexible 
lease to vacate property in an easier way. The impact of such trend is even great in 
UK, where organizations are usually holding property under free hold or long lease of 
standardized period.  
 
Though Hong Kong was once the colony of Britain and used the systems inherited 
from Britain in many aspects, unlike Britain, under the land tenure system in Hong 
Kong, it is impossible to have a piece of land which is of freehold ownership.  
 
‘The present land tenure system used in Hong Kong is closely related to her history. 
Leasehold system, which allows for absolute perpetual title of land to be vested in the 
government as owner of all land, was used as a method of disposing of government 
land soon after Hong Kong became a British Colony in 1842. Except for the site of St. 
Johns Cathedral, all land in Hong Kong is held under formal Crown leases46 for a 
term of years absolute.’47 
 
No doubt, to achieve financial flexibility in Hong Kong, it seems that the only ways 
are to shorten the lease term period or to acquire a long lease with the authority to let 
or sub-let the space. Recently, it is found that the serviced office can also provide 
occupants financial flexibility, i.e. to use the office space for a very short period of 
time or to exit quickly, though the cost of occupation may be very high.48  
 
                                                 
45 Woollam, 2003, p.74 
46 Since the sovereignty of Hong Kong has been returned to the People’s Republic of China on 1st July 
1997, ‘Government Lease’ has been used to replace the term ‘Crown Lease’.  
47 Li, 1997, p.13 
48 Gibson and Lizieri, 2000 
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Gibson and Lizieri (1999) have developed a model to determine the method which an 
organization should use to achieve financial flexibility.49 The three-tier approach 
suggested is to divide the corporate real estate portfolio of organizations into three 
categories: Core Portfolio, 1st Periphery Portfolio and 2nd Periphery Portfolio. The 
core portfolio is ‘that which the organization considers it is likely to need in the long 
term. That may be because it is a strategic site or because it houses core staff or 
functions. In either case, the organization is likely to want control over the property 
and therefore own it freehold or on a long lease,’ in which the organization will 
invest just like the core staff to ‘improve their performance but, in return, would also 
demand some level of functional flexibility.’50 This is to ensure the organization to 
have control on the use of building so as to adapt to the change of business 
environment. Thus, in Hong Kong, the organizations should acquire a long lease in 
achieving financial flexibility of building which houses their core businesses.  
 
On the other hand, the Core portfolio is supported by 1st Periphery Portfolio and 2nd 
Periphery Portfolio. The first periphery portfolio is ‘space required on shorter term 
arrangement,’ and the important flexibility of this portfolio is ‘the ability to exit from 
the financial commitment,’ while ‘the organization may also want some services, such 
as facilities management, provided by the property supplier in order to remove the 
management burden.’ 51 Space belongs to this kind of portfolio is just needed by 
organizations for a short period of time, to fulfill the requirement for some special 
occasions which demand additional space from the core portfolio. Having a short 
lease term would help the organizations to achieve financial flexibility in this case.  
                                                 
49 Gibson and Lizieri, 1999, p.207 
50 Gibson and Lizieri, 1999, p.208 
51 Gibson and Lizieri, 1999, p.208 
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‘Organizations increasingly require space on very short term and often short notice 
bases. It may be generic space such as an office in another city for a few hours or 
days, or specialist spaces for training or meetings. In either case the requirement is 
for space which is fully serviced and which the organization would acquire on a “pay 
as you use basis”.’52 
 
As described above, organizations are demanding space to use for a very short period 
of time. This is the space provided in the second periphery portfolio. This also 
explained the reason why serviced office would also provide financial flexibility to 
organization.  
 
The issues related to the three kinds of flexibilities and criteria to measure them can 
be summarized in the following table: 
 
Table 2.1: Criteria for asset evaluation on flexibility. (Source: Gibson, 2000, p. 153) 
 
                                                 
52 Gibson and Lizieri, 1999, p.208 
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Although there is no direct relationship between flexible property and flexible 
working,53 there is no denying that a physically or functionally flexible property does 
provide a flexible workplace to organizations. In this way, flexibilities of property are 
actually affecting the workplace of employee. Thus, having understood the meaning 
of flexibility on property, it is then essential to see how the workplace environment 
affects productivity of an organization.  
 
2.6 Relationship between workplace and productivity 
 
Between 1927 and 1932, Professor Elton Mayo at the Harvard Business School has 
conducted a long series of experiments, using Western Electric Hawthorne Works in 
Chicago as the research target, to determine whether the changes in workplace would 
brings a positive effect on the worker productivity.54 Nonetheless, Best et al. have 
pointed out that one of the long term result of the study was that ‘the idea that there 
was any connection between the physical characteristics of the workplace and the 
productivity of the people working there was discounted’,55 which castes a shade on 
the research of similar topics.  
 
Notwithstanding the research done by Professor Elton Mayo, recent research has 
shown that a clear connection does exist between the physical workplace and 
productivity.56 Also, many literatures show that there is a direct relationship between 
workplace and productivity. ‘Maslow (1987), McGregor (1960) and Hertzburg et al. 
                                                 
53 Gibson, 2003, p.12 
54 Accel-Team, 2001 
55 Best, Langston and de Valence, 2003, p.6 
56 Romm and Browning, 1994, 1995 
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(1959) all produced theories to help with the management of people based on the idea 
that people need basic comfort to perform efficiently.’57 Although it is hard to 
demonstrate the link between workplace and productivity,58 Leifer and Wilkinson 
(2003) further consolidate the idea that the workplace environment will affect 
productivity and efficiency of an organization in the followings: 
 
‘Human resource managers need to be aware of the environment in which employees 
work. This has the potential to impact on the efficiency of an organization and to 
affect profit.’ 59  
 
‘The work environment is of concern to the human resource manager since there is a 
perceived link between productivity and the workplace.’60 
 
Best et al. (2003) also pointed out that a flexible fit-out in office, which helps building 
up the workplace environment, would contribute to the productivity of an 
organization:  
 
‘Facilities contribute to productivity in a number of ways. First, their initial design 
must be carefully worked out to meet both the present and future needs of the 
organization; this includes issues such as effective use of space, minimization of 
travel/circulation pathways, flexibility of fit-out, choice of HVAC systems, 
anticipating chance, energy efficiency and recycling ability.’61 
                                                 
57 Best, Langston and de Valence, 2003, p.150 
58 Best, Langston and de Valence, 2003, p.157 
59 Best, Langston and de Valence, 2003, p.157 
60 Best, Langston and de Valence, 2003, p.157 
61 Best, Langston and de Valence, 2003, p.309 
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These proved that the workplace environment does pay an important role in 
increasing the efficiency or productivity of employee.  
 
Under the definition of productivity by van der Voordt (2004), there are three ways to 
increase productivity:62 
 
• Increase output with the same input (improved effectiveness) 
• Achieve the same output with less input (improved efficiency) 
• Achieve a relatively stronger rate of increase in output compared with the 
increase in input (both more effective and more efficient) 
 
Despite of the mentioned literatures proved that workplace environment is directly 
affecting efficiency; it is, however, ultimately affecting the productivity of an 
organization. Moreover, the following shows that flexible property would lead to 
increase in productivity:  
 
‘The need for flexible property solutions is therefore driven on the one hand by the 
necessity to support business change at a strategic level and on the other hand by the 
desire to make staff more productive at the operational level.’63 
 
Now, it is clear that there is a relationship between flexible workplace and 
productivity. The followings will provide a detailed look on how workplace 
                                                 
62 van der Voordt, 2004, p.136 
63 Gibson, 2003, p.17 
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environment affects job satisfaction, and thus affects the productivity of an 
organization.  
 
2.7 Relationship between job satisfaction and productivity 
 
Before studying further on relationship between job satisfaction and other related 
factors, it is necessary to have a clear understanding of job satisfaction. In this way, 
Vroom (1964) may give a good concept on job satisfaction, which refers to ‘affective 
orientations on the part of individuals toward work roles which they are presently 
occupying. Positive attitudes towards the job are conceptually equivalent to job 
satisfaction and negative attitudes towards the job are equivalent to job 
dissatisfaction.’64 Another most-used research definition of job satisfaction is by 
Locke (1976), who defined it is ‘[…] a pleasurable or positive emotional state 
resulting from the appraisal of one’s job or job experience’.65 
 
In April 1973, Gallup66 has released a poll about productivity. Gallup has commented 
on this poll that ‘a key factor affecting productivity is job satisfaction. The worker 
who hates his job or is bored with it is not likely to be as productive as he could be.’67  
 
Fifty years ago, Brayfield and Crockett (1955) have carried out an extensive review of 
literature to study the relationship between job satisfaction and job performance. 
                                                 
64 Vroom, 1964, p. 99 
65 Dunnette, 1976, p. 1304 
66 Gallup Poll is the single most complete source of American public opinion. 
67 Gallup, 2000 
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Unfortunately, they concluded that the relationship between employee attitudes and 
the effectiveness of their performance, be it simple or appreciable, was little.68 
 
In the empirical research carried out by Vroom (1964), data collected from 20 studies 
with 23 cases have been used to find out the correlation between job satisfaction and 
job performance. Data of the result can be seen as follows: 
 
                                                 
68 Brayfield and Crockett, 1955 
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Table 2.2: Correlation studies about job satisfaction and job performance prepared by 
Vroom, 1964 (Source: Vroom, 1964, p.184-185) 
 
From the data shown, it is know that the median correlation between satisfaction and 
performance is +0.14, with a range of +0.86 to -0.31. Also, the median correlation for 
individuals is +0.135 (N=16) and for groups is +0.14 (N=7). For objective measures 
of performance, the median correlation with satisfaction is even up to +0.22 (N=7).69 
Out of the 23 cases in 20 studies, positive correlation was found in 20 cases and 
negative correlation was found in only three cases. Vroom’s study did provide a 
strong support on the description of positive relationship between job satisfaction and 
job performance.  
 
                                                 
69 Vroom, 1964, p.183 
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Srivastra and Others (1975) has carried out a study on relationship between job 
satisfaction and productivity. In their study covering a diversity of populations, ‘a 
positive relationship existed between job satisfaction and performance. This stability 
index of this cluster is 79, suggesting that the proposition can be viewed with a fare 
degree of confidence,’ where ‘the proposition may best be viewed as a fairly safe 
generalization, but one which may or may not be operating in a specific situation.’70 
The idea is further consolidated on ‘one study of young, skilled, female clerical 
workers, […] using a moderating variable of general labor shortage in the area, job 
satisfaction is positively related to turnover.’71  
 
Khaleque (1979) pointed out that ‘more recent review of the literature indicates that a 
low, but more or less consistent, relationship exists between performance and job 
satisfaction.’72 
His study on repetitive job even provide evidence that there is a significant positive 
correlation existed between performance and job satisfaction.73  
 
Nonetheless, Iaffaldano & Muchinsky (1985) suggested the statistical correlation 
between job performance and job satisfaction is about +0.17, after a literature 
review.74 The correlation between job satisfaction and job performance is still 
criticized by many researchers that the correlation is too low, though positive. Saari 
and Judge (2004) concluded that the study of Iaffaldano & Muchinsky ‘had an 
important impact on researchers, and in some cases on organizations, with some 
                                                 
70 Srivastra & Others, 1975, p. 25 
71 Srivastra & Others, 1975, p. 25 
72 Sell and Shipley, 1979, p. 95 
73 Sell and Shipley, 1979, p. 99 
74 Iaffaldano & Muchinsky, 1985 
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managers and HR practitioners concluding that the relationship between job 
satisfaction and performance was trivial.’75   
 
Further researches do not agree with this conclusion. Organ (1988) suggested that the 
failure in finding a strong relationship between job satisfaction and job performance is 
due the narrow definition used for job performance.76 Moreover, in a comprehensive 
review of 301 studies by Judge, Thoresen, Bono and Patton (2001), if the correlations 
are approximately corrected (for measurement and sampling errors), then the average 
correlation between job satisfaction and job performance will be as high as +0.30.77 In 
addition, it is found that if the job is more complex, then the correlation between job 
satisfaction and job performance will be even higher.  
 
Hui (1992) also pointed out that ‘numerous researchers have reported a positive 
correlation between job satisfaction and productivity’.78 It is worth noticing that job 
satisfaction is just one of the many factors affecting productivity of an organization, 
where job satisfaction ‘can only explain less than 5 per cent of the total variance of 
productivity.’79 
 
However, study from Philip (1998) has measured levels of job satisfaction and 
organizational commitment. The results showed that ‘5% of the variation between 
companies in their profitability and 16% in their productivity can be explained by 
                                                 
75 Saari and Judge, 2004, p. 398 
76 Organ, 1988 
77 Judge, Thoresen, Bono and Patton, 2001 
78 Westwood, 1992, p. 85 
79 Westwood, 1992, p. 85 
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variations in the job satisfaction of their employees.’80  This indicated that job 
satisfaction of employees does contribute to part of the productivity of organizations.  
 
2.8 Relationship between workplace and job satisfaction 
 
‘Job satisfaction is best treated as a set of dimensions rather that a single 
dimension’.81 There are many factors influencing job satisfaction, including 
workplace environment. In spite of the fact that there is lack of proved relationship 
between flexible workplace and employee satisfaction, according to Leifer and 
Wilkinson, the working environment does affect the job satisfaction of employee: 
 
‘Insofar as permanent staff are concerned, it is vital to ensure that job satisfaction is 
high through articulation of a clear vision, team involvement, effective working 
environment, the right tools for the job and granting appropriate responsibility.’82 
 
Brill (2003) also illustrates similar idea as follow: 
 
‘There are many things affecting business success, so the connection between design 
of the workplace and business success is not always clear. Business success relies on 
the actions of the organization’s people, on their ability to engage in the kinds of 
behaviours and activities needed to realize the organization’s success factors. Design 
of the workplace will not directly affect business success. The workplace will, 
however, directly affect the behaviours of the people using it. If people enabled to 
                                                 
80 Philip, 1998, p.33 
81 Vroom, 1964, p. 101 
82 Best, Langston and de Valence, 2003, p.146 
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engage in the right behaviours, and enabled to be successful in completing the 
necessary tasks, then business success should follow. The workplace directly affects 
workplace behaviours, and the set of workplace behaviours directly affects the 
realization of business success factors.’83 
 
Research results also ‘support the hypothesis that overall job satisfaction is a linear 
function of satisfaction with various job facets,’ and ‘tentative empirical support was 
found for the belief that an operational measure of overall job satisfaction can be 
developed by combining satisfactions with specific job facets.’84 It is found that 
people’s overall job satisfaction is linked to their satisfaction to the following job 
facets: Work itself, company policies, salary, promotion, colleagues, supervisor and 
also work environment.85 This provides a solid support that a satisfaction in 
workplace environment will leads to a satisfaction in job. Researches from Ananda 
and Furukawa (1989) and Kris (1990) also showed similar results.  
 
Scarpello and Campbell (1983) specifically pointed out the relationship between job 
satisfaction and working environment:  
 
‘Many job-satisfaction theories look at job satisfaction as a function of the match 
between the rewards offered by the work environment and the individual's pattern of 
needs for those rewards.’86 
 
                                                 
83 Brill, 2003 
84 Ferrat, 1981, p.463 
85 Westwood, 1992, p.77 
86 Scarpello and Campbell, 1983, P. 315 
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Lawler (1973) has proposed a Discrepancy Model which explained that ‘job 
satisfaction results from a lack of discrepancy between two sets of subjective 
experience: what a person expects to receive from his job (perceptions of conditions 
that should exist) and what a person feels he actually receives (perceptions of actual 
job conditions).’87  
 
 
Fig. 2.2: Lawler’s Discrepancy Model (Source: Lawler, 1973, p. 75) 
 
From the above diagram which illustrates Lawler’s Discrepancy Model, it is shown 
that working conditions, i.e. the environment of workspace (bottom left hand corner 
                                                 
87 Westwood, 1992, p. 83 
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of the diagram) is actually affecting employee job satisfaction. Thus, this model 
provides another support to further affirm the positive relationship between workplace 
environment and job satisfaction.  
 
In many studies related to measurement of job satisfaction, the Minnesota Satisfaction 
Questionnaire (MSQ)88, which is designed to measure the job satisfaction of 
employee, is widely used. The powerful yet simple questionnaire can accurately 
measure the job satisfaction of an individual at his or her workplace through twenty 
dimensions, including working condition, which comprises all facets of workplace 
environment.89 The highly reliable and highly valid questionnaire, with its 
characteristics of applicable to any personnel including managers, supervisors and 
employees in any organization contribute to its popularity.90 This shows the 
importance and further consolidates the positive relationship between workplace 
environment and job satisfaction. 
 
 
 
 
 
                                                 
88 Weiss et al., 1967 
89 The Minnesota Satisfaction Questionnaire (MSQ) measures job satisfaction on 20 five-item scales: 
Ability Utilization, Co-workers, Moral Values, Achievement, Creativity, Recognition, Activity, 
Independence, Responsibility, Advancement, Security, Supervision—Human Relations, Authority, 
Social Service, Supervision—Technical, Company Policies, Social Status, Variety, Compensation and 
Working Conditions.  
Sources: http://www.psych.umn.edu/psylabs/vpr/msqinf.htm, accessed on 24th March 2005 
90 J. S. EVANS Consulting Inc., 2003, http://www.jsevansconsultinginc.com/Pages/MINNESOTA.htm, 
accessed on 24th March 2005 
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2.9 Relationship between factors affecting workplace satisfaction and job 
satisfaction 
 
Van der Voordt (2004) has suggested some factors which affects workplace 
satisfaction:91 
 
• Suitability: The extent to which the working environment as a whole suits the 
need of daily activities; 
• Functions: The functionality and appeal of various types of workplace; 
• Communication: The extent to which the environment stimulates 
communication; 
• Concentration: The extent to which personnel can concentrate in their 
working environment; 
• Psychological fulfillment: The extent to which the environment fits with 
psychological needs such as privacy, territoriality, identity, personalization 
and expression of status; 
• Accessibility: Accessibility of people (physically, by phone, digitally); 
• Adaptability: The ease of employee to adapt to the environment; 
• Supporting services: Services such as reception, repro, catering, mail delivery, 
helpdesk; 
• Indoor climate: temperature, light, sound, view, daylight; 
• ICT: High-tech Information and Communication Technology facilities; 
• Furniture; 
                                                 
91 van der Voordt, 2004, p. 139 
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• Filing: filing method, amount of filing space, accessibility, etc. 
 
Employee satisfaction at workplace means ‘the degree to which the working 
environment meets the wishes and the needs of the employees. It can relate to the 
work itself (content, complexity, required knowledge and skills, degree of autonomy); 
the social working environment (colleagues, management style, conditions of 
employment such as salary, leave arrangement, and career prospects); the physical 
working environment (workplace, lighting, daylight, view etc.); and the interactions 
between these aspects.’’92  
 
The following literatures may be able to justify the suggestion of van der Voordt 
(2004) to use the above factors in measuring employee satisfaction at workplace.  
 
A physically comfort environment is essential to provide workplace satisfaction to 
employee.93 There are many factors affecting comfort at workplace, including light, 
acoustics, and temperature. Improper lighting provided at workplace will generate 
visual fatigues, as well as glare, dazzle and reflection, which are all unfavourable to 
the employee at work. Acoustics, on the other hand, is directly affecting employee’s 
privacy, concentration and confidentiality at work. Although employees are happy 
with sound or even noise if it is related to their work,94 it must be managed properly 
so as not to bring uncomfortable workplace environment to employee. The third 
factor is temperature, which is not just pointing to the actual air temperature, but also 
the air movement, humidity and ingress of fresh air etc. These all affect the perceived 
                                                 
92 van der Voordt, 2004, p. 139 
93 Knevitt, 1990, p. 55 
94 Leaman, 1992 
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temperature by employee and affect their satisfaction at workplace.  Natural light also 
takes a crucial role in ensuring workplace comfort. Surveys to users in buildings have 
revealed the strong desire for more natural lighting at workplace.95 This not only helps 
saving electrical energy, but also makes the building becomes more interesting and 
inject livelihood into the workplace.  
 
Psychological fulfillment also plays a significant role in workplace satisfaction or 
even job satisfaction. One of the important criteria of psychological fulfillment is 
privacy. Sundstrom (1986) defined privacy at workplace, which can be distinguished 
into speech or visual. Speech privacy means the ability of employee to hold a 
conversation without being overheard outside the workplace, while visual privacy 
means the employee will not be seen outside the workplace.96 It is found that privacy 
is related to overall job satisfaction, though it may not be equally related to all the 
other components of job satisfaction.97 Block and Stokes (1989) also pointed out that 
employee satisfaction will increase if they work in a private workplace environment.98 
A research has been carried out by DuVall-Early and Benedict (1992) to find out the 
correlation between privacy at workplace and job satisfaction, using Minnesota 
Satisfaction Questionnaire (1967 version). The result showed that there is a significant 
positive correlation, +0.36 (N=128, p<0.0001) between privacy and job satisfaction.99  
 
                                                 
95 Duffy, Laing and Crisp, 1993, p. 90 
96 Sundstrom, 1986 
97 Sundstrom, Burt and Kamp, 1980 
98 Block and Stokes, 1989 
99 DuVall-Early and Benedict, 1992, p. 675 
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Lange (2000) has suggested a concept of ‘safe haven’, that if the workplace 
environment can incorporate such concept, then job satisfaction of employee can be 
improved. The followings ‘Five Cs’ are the guideline for creating safe haven: 100 
 
• Control: It means that the employees have the freedom to make decision over 
their workplace, like choosing furniture or accessories that suit their needs. 
Besides, the employees are entitled to modify their workplace to make it 
personalized. These enable the workplace to suit the work style of each 
employee. Lange (2000) argued that employees can work efficiently if they 
work with tools and equipment that they want and need. And ‘organizational 
management experts caution that a "one size fits all" approach undermines an 
employee's sense of control and negatively impacts his or her performance. 
Allowing a degree of control in the office environment reduces the negative 
effects of organizational stress and need not be cost prohibitive.’101 That is 
why providing employee with the ability to control their workplace can 
increase their job satisfaction.  
 
• Comfort: A comfortable workplace would make employees to concentrate on 
work when needed because such workplace can allow employees to feel 
relaxed. This is crucial since ‘Relaxation is an important part of one's work 
day as effective workers oscillate between periods of high and low stress. The 
low stress period allows recovery and enhances workers' personal 
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productivity and ability to address other work challenges.’102 Whether an 
employee can easily adapt to his or her workplace is also greatly depends on 
this factor. Thus, if the workplace is comfortable, then employees will be able 
to adapt to it easily, and increase their job satisfaction.  
 
• Convenience: This related to the supporting facilities as well as amenities, 
like canteen, café, Auto Telling Machines, dry cleaning services, that are 
available to employees. Lange (2000) argued that ‘the more amenities that are 
available, the more likely workers will want to remain with their 
employers.’103 Also, such convenience can enable workers to be more 
productive. Lawler (1994) believed that ‘performance is determined by 
people’s efforts to obtain the goals and outcomes they desire, and satisfaction 
is determined by the outcomes people actually obtain.’104 In this way, job 
satisfaction of employees can be increased. That is the factor behind the trend 
that there is increasing number of large companies willing to provide these 
services to their employees.  
 
• Compatibility: ‘There are two manifestations of compatibility. First, the 
workplace must be compatible with the organization's values, as well as the 
values of the individual worker. Second, the workplace must be compatible 
with the work that's being performed. Even though today's workers are more 
likely to shift from job to job throughout their career, these employees are 
more concerned about compatibility of personal and workplace values than 
                                                 
102 Lange, 2000, p. 24 
103 Lange, 2000, p. 24 
104 Lawler, 1994, p. 109 
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were their predecessors.’105 Thus compatibility is directly related to 
adaptability of employees to the workplace environment.  
 
• Communication: This refers to the functions of working environment, 
whether it supports the working environment to promote information sharing 
or foster communication between employees, be it formal or informal. 
According to Lange (2000), ‘to have an environment that embraces 
communication, the design of the workplace must foster information sharing, 
the lifeblood of today's organizations. The availability of open space promotes 
informal information sharing. Nurturing communication between individuals 
and teams can be achieved by implementing design concepts like main streets 
and communication magnets or by arranging groups to foster impromptu 
contact between various functions. Providing opportunities for displayed 
thinking greatly increases communication.’106  
 
If the above ‘Five Cs’ can be provided at workplace, then a safe haven environment 
can be created at workplace so that job satisfaction of employee can be improved.  
 
2.10 Chapter Summary 
 
Literature review has been done on the topics related to this research, which studies 
the relationship between flexible workplace and the workplace satisfaction of 
employee. As providing flexibility at workplace is closely related to the corporate real 
                                                 
105 Lange, 2000, p. 24 
106 Lange, 2000, p. 24 
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estate strategy and business strategy of an organization, thus the current business 
environment, the functions of corporate real estate, as well as the importance of 
flexibility in corporate real estate strategy are firstly reviewed. 
 
After that, different meanings of flexibility are reviewed, including those views from 
professional group in real estate like RICS, and views from different scholars. 
Gibson’s view on flexibility is elaborated in more detailed since her framework was 
produced from the point of view of corporate real estate managers, whom the results 
of this research may affect in deciding the strategy for corporate real estate. Besides, 
her framework was simple and easy to follow.  
 
Relationships between workplace, job satisfaction and productivity are also reviewed. 
It is found that many literatures support the positive relationship between workplace 
environment and productivity. Then, an in-depth look in the relationship between 
workplace environment and productivity is taken. Not surprisingly, studies have 
shown that there are both positive correlation between workplace satisfaction and job 
satisfaction, as well as job satisfaction and productivity. This provides a solid support 
of the background of this research. This also proved that a causation exist between 
workplace environment and workplace satisfaction or job satisfaction. Once positive 
correlation is found between flexible workplace and workplace satisfaction, then the 
idea of more flexible workplace will increase productivity of organization can gain 
supports.  
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Last but not least, factors suggested by van der Voordt (2004) used to measure 
employee satisfaction in workplace are justified by literatures about psychology at 
workplace and studies related to workplace environment and job satisfaction.  
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Chapter 3 Background information of Cathay Pacific Airways 
Limited 
 
3.1 History of Cathay Pacific Airways 
 
Cathay Pacific Airways, a Hong Kong’s flag carrier, started its ad hoc charter flight 
originated from Shanghai using a refurbished C-47 in 1946. Soon after the operation, 
the airline relocated its base and officially found in Hong Kong in 24th September 
1946, and treated Hong Kong as its home since then. The Company was established 
by American Roy C Farrell and Australian Sydney H de Kantzow, who met while 
flying C-47s ‘over the hump’ from Calcutta to China during the Second World 
War.107 Legend of the airline started with its name being come up with in the bar at 
Manila Hotel by the founders. ‘Cathay’ is the old name of China in western world, 
while ‘Pacific’ revealed the hope of founders to fly over the Pacific Ocean. Thus, the 
name Cathay Pacific Airways witnessed the place where the founders met and their 
dreams. Besty, a converted Douglas DC3, is the first aircraft of Cathay Pacific 
Airways to start their flight from Hong Kong. Now, Besty is being hanged from the 
ceiling of the Hong Kong Science Museum.  
 
The company began to operate flights from Hong Kong to Shanghai, Singapore, 
Manila and Bangkok in the 1940s. In 1948, a trading company in Hong Kong called 
Butterfield & Swire (now known as the Swire Group) took a 45% share in the 
                                                 
107 Taylor, 1997 
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company, and became responsible for the management of the airline.108 In 1960s, 
Cathay Pacific Airways initiated world’s first international services to Osaka, 
Fukuoka and Nagoya in Japan.  
 
Starting in the late 1970s, with the introduction of Boeing 747-200 into the fleet of 
Cathay Pacific Airways, the company expanded the flights to Europe and North 
America. In 1980s, the airline has started operating flights to London, Brisbane, 
Frankfurt, Vancouver, Amsterdam, Rome, San Francisco, Paris, Zurich and 
Manchester.  
 
In 1990s, the company continued to expand, and started it replacement programme 
which makes the fleet of Cathay Pacific Airways among the youngest in the world.109 
Now, Cathay Pacific Airways has a fleet of 88 aircrafts with an average age of seven 
years, carrying approximately one million passengers each month, connecting Hong 
Kong to 85 destinations worldwide. By the end of 2007, Cathay Pacific Airways will 
have started operating 104 aircrafts, in which 21 will be freighters. It shows that cargo 
services play an even more important role in operation of the airline, where almost 
30% of revenue of the company is generated from its cargo division nowadays. There 
are about 15,000 staff working for the company in different countries, where around 
3000 of them are working in the headquarters in Hong Kong.  
 
 
                                                 
108 Cathay Pacific – About Us: Our Story, Source: 
http://www.cathaypacific.com/intl/aboutus/story/0,,31344-36541,00.html, accessed on 28th March 2005 
109 Cathay Pacific – About Us: Our Story, Source: 
http://www.cathaypacific.com/intl/aboutus/story/0,,31344-36543,00.html, accessed on 28th March 2005 
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3.2 The new headquarters 
 
In mid-1999, Cathay Pacific Airways relocated its headquarters from Swire House, 9 
Connaught Road, Central, Hong Kong, together with other eighteen offices to Cathay 
Pacific City, the new headquarters of Cathay Pacific Airways.110 The new 
headquarters gives Cathay Pacific Airways the opportunity to consolidate all its 
operations into one campus.111 It is located at the southeast corner of Hong Kong 
International Airport in Chek Lap Kok, Hong Kong. Cathay Pacific City is of modular 
design, with flexibility in operation built in mind. Also, all the offices in Cathay 
Pacific City are built by demountable partition, fitted with system furniture, with 
installation of raised floor. These, together with the open-plan office design which is 
not widely used in the old offices of Cathay Pacific Airways, have greatly increased 
the flexibility at workplace inside Cathay Pacific City, both in physical and functional 
aspects. The city costs HK$4.9 million with a total area of 1.3 million square feet, 
which makes it one of the largest corporate headquarters in Asia.  
 
The construction of Cathay Pacific City not just representing the full of confidence of 
Cathay Pacific Airways in the future of aviation industry, but also help building and 
promoting its new corporate culture and image to the public.  
  
 
 
                                                 
110 See Appendix III for pictures 
111 Hong Kong Institute of Architects, 2001, p. 63 
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3.3 An in-depth look in Cathay Pacific City112 
 
The Cathay Pacific City is a corporate village comprising offices, a crew processing 
centre, a 500-room staff hotel, a leisure centre, a 23-storey staff hotel, a Flight 
Training Centre, and a three-storey workshop and storage building.113 ‘Greenery’ is 
the design theme of the whole city, from using environmental friendly materials 
throughout the construction, to installation of an intelligent Building Management 
System which controls interior lighting and temperature so as to make good use of 
energy inside the city. ‘Energy efficiency and the commitment to “green design” were 
given great priority covering the limited use of hardwood, reliance on highly 
insulated external fabric, reduction of gas emission from building materials, solar 
shading through automatically activated blinds, the use of recycled materials and the 
reliance on daylight, all serving to contribute to “environmental stewardship”.’114 
 
Central atrium located at the center of main office facilities, is one of the architectural 
features of Cathay Pacific City. The atrium with large glazed windows helps 
delivering natural lighting to every employee in the City. Another main architectural 
feature in Cathay Pacific City is ‘The Street’ which runs through the entire first floor 
inside the City, forming the heart of the city. There are café and various open spaces 
for sit and relax, which stimulate informal communication between staff in the city.  
 
                                                 
112 Cathay Pacific Airways, 2004, Source: http://www.cathaypacific.com/popup/0,1030,61884-,00.html, 
accessed on 9th December 2004.  
113 Building.com.hk, 2004, Source: http://www.building.com.hk/plibrary/cathay/cpc.html, accessed on 
28th March 2005 
114 Hong Kong Institute of Architects, 2001, p. 63 
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Open-plan office design is widely used inside Cathay Pacific City, where exchange of 
ideas and information can be fostered. Natural lighting has been introduced inside the 
offices through central atrium and other building features, so that almost no one inside 
the building is more than 12 metres away from natural lighting.  
The concept of joining work, play and rest is exemplified through various supporting 
facilities inside the city. Like the Training and Development Centre which can 
accommodate up to 198 people. Other training facilities include computer-equipped 
training rooms, classrooms, as well as a building which acts as a flight training centre 
for flight crews and fight attendants. Open-plan design is also adopted in the Learning 
Centre, where staff has open access to a large range of learning resources for self-
learning purposes.  
 
Other featuring supporting facilities include the 500-room Headland Hotel and the 
leisure complex called The Dakota Club. The hotel provides staff with a four-star 
accommodation with fine dining, while the leisure complex provides a large range of 
sports facilities to the staff.  
 
3.4 Chapter summary 
 
In this chapter, a brief history of Cathay Pacific Airways is provided as background 
information of the company. Also, the architectural features, flexible components and 
facilities of Cathay Pacific City, the new headquarters of Cathay Pacific Airways are 
introduced.  
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Chapter 4 Methodology  
 
4.1 Introduction 
 
The research methodology used for accomplishing the objective of this research will 
be presented in this chapter. Then an overview of the research methodology will be 
discussed, followed by the selection and the reasons for choosing the methodology. 
Last but not least, review on literatures, procedures in data collection, data analysis 
and interview will be presented.  
 
4.2 Hypothesis to be tested 
 
A more flexible workplace will lead to increase in workplace satisfaction of employee.  
 
4.3 Overview of research methodology 
 
First of all, literatures related to flexibility in corporate real estate are reviewed. After 
that, relationship between workplace, job satisfaction and productivity are also 
reviewed. Some background information about Cathay Pacific Airways will also be 
provided to give readers a whole picture of the research. Questionnaires will be 
distributed to the staff working at Cathay Pacific City to find out their satisfaction 
towards workplace before moving into Cathay Pacific City and after moving into 
Cathay Pacific City. Then, statistical analysis will be carried out to find out the 
correlation between flexibility at workplace and workplace satisfaction, to see 
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whether it is positive, neutral or negative. Interview will also be carried out to obtain 
more information about Cathay Pacific City. Finally, a conclusion will be drawn for 
the research.  
 
4.4 Selection and rationale of methodology 
 
Correlation ‘is a measure of the degree of linear relationship between two variable’, 
where the emphasis in correlation is ‘on the degree to which a linear model may 
describe the relationship between two variables.’115 Since from the literature reviews, 
causation exists between flexible workplace and workplace satisfaction, thus, 
correlation is best fit in finding out the relationship between flexible workplace and 
workplace satisfaction. 
 
4.5 Selection of examinee 
 
This research aims at finding out the relationship between flexible workplace and 
workplace satisfaction in corporate village. However, due to time constraint, only 
companies in Hong Kong will be chosen as examinee to collect data from. 
Unfortunately, the land price of Hong Kong is high which prevents companies in 
Hong Kong from acquiring large piece of land to build a corporate village. Rather, it 
is a common phenomenon to see the companies in Hong Kong to build headquarters 
buildings, like HSBC headquarter building, Bank of China Tower, and Cheung Kong 
                                                 
115 Stockburger, 1996,  
Source: http://www.psychstat.smsu.edu/introbook/sbk00.htm, accessed on 25th March 2005 
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Centre. Though corporate village is not a new concept, it is hard to find such 
development in Hong Kong.  
 
In this research, questionnaires will be distributed to staff responsible for facilities 
management in companies to ask for their opinions of workplace environment before 
moving into a flexible workplace and after moving into a flexible workplace. Thus the 
time between moving from their old office to their new office must not be long that 
the staff can still remember the working environment in their old workplace. 
Moreover, the companies must operate in a highly uncertain business environment 
that a flexible workplace is of utmost importance to their daily operation.  
 
In a holoscopic view, companies in the airline industry in Hong Kong are chosen as 
the examinees of this research, with those two airlines have built and started operating 
their new corporate villages at the Hong Kong International Airport in recent years. 
Also, companies in airline industry have to face a lot of uncertain business changes 
where flexibility of workplace to them is of vital importance. Unluckily, Hong Kong 
Dragon Airlines Ltd. refused to participate in this research, thus Cathay Pacific 
Airways Ltd. becomes the only examinee in this research.  
 
4.6 Objectives of research 
 
There are seven objectives in this research. 
 
1. To study flexibility of corporate real estate 
2. To study the relationship between workplace environment and productivity. 
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3. To study the relationship between job satisfaction and productivity.   
4. To study the relationship between workplace satisfaction and job satisfaction. 
5. To find out relationship between flexible workplace and components affecting 
workplace satisfaction.  
6. To find out the relationship between flexible workplace and workplace 
satisfaction. 
7. To give recommendation to corporate real estate managers on the management 
of flexible workplace.  
 
The first four objectives can be achieved through extensive literatures review. While 
the fifth an sixth objectives were achieved by collecting data from staff working in 
company which has chosen as the examinee in this research, followed by analyzing 
the data collected to find out the correlation between flexible workplace and 
workplace satisfaction. Besides, interview was conducted to collect more information, 
including the architectural features and management strategy about Cathay Pacific 
City. In the end, conclusion was drawn to give recommendation to corporate real 
estate managers on the management of flexible workplace.  
 
4.7 Data collection 
 
Questionnaires and interview were used to collect data for carrying out this research.  
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4.7.1 Interview 
 
A phone interview was conducted with Mr. Simon Siu, who is the Building and 
Support Services Manager in Property and Services Department of Cathay Pacific 
Airways. He is responsible for overlooking the daily operation of Cathay Pacific City. 
The interview mainly concerns the architectural features and management of Cathay 
Pacific City. Besides, some background information about Cathay Pacific City were 
asked. Suggested questions are as follows: 
  
• Who is the corporate property manager of Cathay Pacific Airways? 
• What will the corporate property manage of Cathay Pacific Airways be 
responsible for? 
• Can you rent the unused space out? 
• How is the space being allocated in Cathay Pacific City? 
• When is the open plan office design adopted in office of Cathay Pacific 
Airways? 
• How is the natural lighting being used in office of Cathay Pacific Airways, 
before and after moving into Cathay Pacific City? 
• How flexible is the office, in terms of architectural design, after moving into 
Cathay Pacific City? 
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4.7.2 Questionnaire116 
 
Questionnaires were distributed to facilities coordinators of each department in 
Cathay Pacific City, where the facilities coordinators are voluntary post and 
responsible for facilities management in each department. They are from different 
departments of different posts, including managers, supervisors and coordinators. The 
questionnaire is divided into two parts to collect opinions from staff about their 
workplace before and after moving into Cathay Pacific City. Thus, respondents are 
those responsible for facilities management inside Cathay Pacific Airways.  
 
Job satisfaction about workplace could be studies by using Minnesota Satisfaction 
Questionnaire (MSQ). Nonetheless, the purchasing and analyzing of this type of 
questionnaire incurred high cost. The long questionnaire may also lower the response 
rate. Thus, a newly composed questionnaire should be used in data collection. 
 
The newly composed questionnaire was set up according to the framework suggested 
by van der Voordt (2004) who has defined some factors affecting workplace 
satisfaction.117 The framework is shown as follows: 
 
• Suitability: The extent to which the working environment as a whole suits the 
need of daily activities; 
• Functions: The functionality and appeal of various types of workplace; 
                                                 
116 A sample of questionnaire can be found from Appendix I 
117 Van der Voordt, 2004, p. 139 
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• Communication: The extent to which the environment stimulates 
communication; 
• Concentration: The extent to which personnel can concentrate in their 
working environment; 
• Psychological fulfillment: The extent to which the environment fits with 
psychological needs such as privacy, territoriality, identity, personalization 
and expression of status; 
• Accessibility: Accessibility of people (physically, by phone, digitally); 
• Adaptability: The ease of employee to adapt to the environment; 
• Supporting services: Services such as reception, repro, catering, mail delivery, 
helpdesk; 
• Indoor climate: temperature, light, sound, view, daylight; 
• ICT: High-tech Information and Communication Technology facilities; 
• Furniture; 
• Filing: filing method, amount of filing space, accessibility, etc. 
 
The framework from van der Voordt is revised for ease of setting up questions which 
is tailor made for assessing workplace satisfaction at Cathay Pacific City: 
  
• Flexibility: To access the change of flexibility in office after moving into 
Cathay Pacific City. Since there is no objective method in measuring 
flexibility of building, thus the only way to access flexibility at workplace is to 
accessed by staff because it is they who work in the office and feel if the office 
is really flexible. Flexibility will be based on the framework suggested by 
Chapter 4 – Methodology 
 
 
 57
Gibson (2000), where three are three kinds of flexibility, including physical, 
functional and financial flexibility. Nonetheless, only questions about physical 
and functional flexibility were asked since physical flexibility and functional 
flexibility affects the flexibility at workplace most. Also financial flexibility is 
related to lease term, and not many staff is supposed to know about the length 
of lease term of Cathay Pacific City.    
• Suitability: Adequacy of space, filling method of hardcopies of data and 
furniture provided to staff at their workplace are used to assess the suitability 
of workplace. This is because furniture and filing method suggest above are 
actually affecting suitability of employees at their workplace, these also suits 
the definition under suitability suggested by van der Voordt above.  
• Communication: This is to assess whether the workplace environment 
stimulate the communication between staff.  
• Concentration: This is to assess whether the workplace environment allow the 
employees to concentrate on their work.  
• Psychological fulfillment: Privacy and sense of belonging is used to assess 
whether the workplace provide employees with a psychological fulfillment, 
where measuring of sense of belonging is an integrated measurement of 
territoriality, identity, personalization and expression of status at workplace.  
• Accessibility: Ease of accessing colleagues, whether it is by person or by 
phone or by digital means is assessed.  
• Adaptability: Same as the suggested framework as van der Voordt, the 
adaptability of employee is assessed. 
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• Supporting services: The degree of satisfaction on supporting services 
provided to staff is assessed. 
• Indoor climate: Temperature, sound, lighting and natural light in the indoor 
environment are used to assess the indoor climate in Cathay Pacific City. 
• ICT: High-teach information and communication technology is also assessed.  
 
Based on the revised framework, 21 questions are set up and distributed under 
different categories as follows: 
 
• Flexibility 
o It is easy to change the configuration of office, like putting additional 
desk and chair and other furniture for new employee. 
o It is easy to change use of particular area in office, like changing a 
place of an employee workplace to a printing station, or changing some 
employee workplaces to a place for meeting.  
• Suitability 
o You have enough working space to carry out your daily work activities. 
o You satisfy with furniture provided at your workplace, like cabinet, 
desk, chair. 
o It is easy to access hardcopies of data/files stored at your workplace. 
• Communication 
o The workplace environment stimulates the communication between 
you and your colleagues. 
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• Concentration 
o The workplace allows you to concentrate on your work easily. 
• Psychological fulfillment 
o The workplace provides you with privacy during working. 
o The workplace provides you with privacy when you communicated 
with your colleagues.  
o You have a sense of belonging to your workplace. 
• Accessibility 
o It is easy to contact your colleagues in person. 
o It is easy to contact your colleagues through telephone. 
o It is easy to contact your colleagues through email. 
• Adaptability 
o It is easy to adapt to the working environment. 
• Supporting services 
o You satisfy with the supporting services provided, like canteen or café. 
o You satisfy with the desk services, like supporting hotline for 
employee.  
• Indoor climate 
o You feel comfortable with indoor temperature.  
o You feel comfortable with indoor lighting.  
o You feel comfortable with sound level at workplace 
o You feel comfortable with natural lighting at workplace. 
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• ICT 
o You satisfy with high-tech communication technology, like wireless 
internet access at workplace. 
 
Respondents are asked to answer the questions in a 5-point likert scale, from 1 
(strongly disagree) to 5 (strongly agree). This ordinal scoring system is used since this 
system is used in questions which call the ratings of quality, agreement and 
ranking.118 The odd number scale also allow respondent to express their neutral 
opinion on the subject question. The questionnaire is divided into two parts with same 
structure and number of questions. Part I concerns the workplace satisfaction before 
moving into Cathay Pacific City, which part II concerns the workplace satisfaction 
after moving into Cathay Pacific City.  
 
The questionnaire is of self-administered type where the questionnaire is distributed 
to target respondents through mail or email, and the respondents return the 
questionnaire after finished it themselves. There are many advantages of this type of 
questionnaire in terms of cost and time. Firstly, data is not required to be collected 
face to face, and the respondents can finish the questionnaire at their convenient time. 
Secondly, time needed to fill in a questionnaire is far less than to attend an interview. 
Thirdly, the more respondents are needed, the more time would be needed if interview 
is used to collect data. However, there will be no such problem if self-administered 
questionnaire is used. Moreover, there is little, if not zero, influence from the 
interviewers to the respondents when answering questions. Every respondent is 
answering the identical questionnaire.  
                                                 
118 Fink, 1995 
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Nonetheless, there are also disadvantages of self-administered questionnaire. First of 
all, the respondents may miss some of the questions in the questionnaire. Also, 
respondents may have problems during filling in the questionnaire, or may 
misunderstand some of the questions in questionnaire. Although it is possible to ask 
them to fill in their contact in the questionnaire and provide contact of researcher in 
the questionnaire, so that follow-up work can be done to get the required information 
and let them ask the researcher when there is any problem, these can just help 
improving the situation, but not capable to solve the problems.  
 
Nevertheless, due to time and cost constraint, self-administered questionnaire has 
been chosen to collect data from staff. These questionnaires will be distributed to staff 
working in Cathay Pacific City through email. As far as the sample size is concerned, 
100 questionnaires have been distributed through email to different departments in 
Cathay Pacific City. 
 
4.8 Data analysis 
 
A statistic approach will be employed in organization, analysis and interpretation of 
data collected from questionnaires. First of all, the data will be grouped by tallying. 
Frequency count will be used to group the data collected and then represent them by 
number and percentage. After that, average of distribution of findings and range will 
be found by measures of central tendency and measures of dispersion. These are 
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descriptive statistics where mean will be found in depicting central tendency, while 
range and standard deviation will be found in depicting the dispersion.119  
 
There will be two sets of data collected, representing the rating of each question 
before and after moving into Cathay Pacific City. During data analysis, bar charts 
showing mean values of data collected in different categories and different questions 
will be presented. In data interpretation, coefficient of correlation between flexibility 
and other categories affecting workplace satisfaction will be show. In the end, 
coefficient of correlation between flexibility and workplace satisfaction will be found. 
Nonetheless, the correlation is found by comparing the difference of ratings before 
and after moving into Cathay Pacific City in different categories, this is to find out 
whether change in flexibility would lead to change in workplace satisfaction. In this 
part, questions under the same categories are assumed to carry equal weighting. 
Assumption has also been made that each category carries equal weighting in 
affecting workplace satisfaction. Thus the value representing workplace satisfaction is 
the mean value of the respondents’ rating under different categories. However, for the 
sake of simplicity, only Pearson’s correlation coefficient will be found.  
 
Possible findings may be as follows: 
 
• Staff may think that the new office at Cathay Pacific City is more flexible then 
that before, since it is newly designed and built with the concept of flexibility 
incorporated during construction.  
                                                 
119 Fink, 1995 
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• Staff may also find that the new office can better suit their needs in daily work 
activities due to the newly designed office.  
• Since open plan office is adopted in the office of Cathay Pacific City, staff 
may find communication between staff is improved when compared with the 
old office.  
• However, due to open plan office design, concentration may drop since 
employee may find it is easily being disturbed during working.  
• Psychological fulfillment may be more or less the same when compared with 
the pre-Cathay Pacific City stage, since open plan office will reduce the 
privacy of each employee during working, however, the new facilities 
provided at new office may help improving staff’s sense of belonging to their 
workplace. 
• No doubt, there must be a better installation of phone and computer network in 
the new office. The open plan office design may also improve the situation of 
accessing colleagues in person. Thus it is expected that accessibility would be 
improved in the new office. 
• As far as adaptability is concerned, it is hard to say whether employ would 
easily adapt to the new office, since this is related to personality of different 
employee. However, it is also anticipated that the new office is easier for 
employee to adapt due to the newly designed office may be more user-friendly. 
• Supporting services provided at Cathay Pacific City is much more than that 
provided in the old office. Services like canteen, café, hotel, swimming pool 
are provided. Thus, it is expected that rating of supporting services will 
increase after moving into Cathay Pacific City. 
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• As a newly constructed building, Cathay Pacific City also incorporate many 
new building services system which ensure a suitable climate is provided to 
employee to work with. Also, in the design of Cathay Pacific City, no 
employee is away from natural light more that 12 metres. These greatly 
improve the indoor climate in the new office. Thus, rating about indoor 
climate is also expected to be higher in the new office. 
• Considering the high-tech information and communication technology, it is 
also anticipated that the rating is higher in the new office due to the newly 
installed computer network and associated services.  
 
Thus, according to the above estimation, it is anticipated that a positive coefficient of 
correlation can be found between flexible workplace and workplace satisfaction.  
 
4.9 Chapter summary 
 
In this chapter, the methodology of this research is explained in details, from the 
selection and rationale of choosing such methodology, the selection of examinee to 
the objectives of the research. Also, methods used in data collection and analysis are 
explained in detailed, including the setting up of questionnaire, framework used to 
access workplace satisfaction, as well as the steps in data analysis. Finally, some 
expected findings are presented to facilitate the data analysis in the upcoming parts of 
this research.  
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Chapter 5 Interview findings 
 
5.1 Introduction 
 
A phone interview has been conducted with Mr. Simon Siu, who is the Building and 
Support Services Manager in Property and Services Department of Cathay Pacific 
Airways, on 9th December 2004 at 12:30pm. During the interview, several questions 
have been asked to obtain information about architectural features and management of 
Cathay Pacific City.  
 
5.2 Findings  
 
Findings of the interview are listed below: 
 
• There is no such post as Corporate Real Estate Manager in Cathay Pacific 
Airways. Instead, the Building and Support Services Manager in Property and 
Services Department will work as similar functions as corporate real estate 
manager in the company. He is responsible for making the corporate real 
estate strategy for all the local and overseas properties of the company, 
including Cathay Pacific City, as well as formulating the space utilization 
policy for different departments of the company. All the properties of Cathay 
Pacific Airways are rental space except the Cathay Pacific City. 
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• A space charging policy has been adopted for better utilization of office space 
inside Cathay Pacific City. Also, there is a standard guideline for allocation of 
space, which defines space required for different kinds of job. This acts as the 
reference guide in allocating space for different departments.  
 
• The unused space inside Cathay Pacific City can be rented out to aviation 
business related companies. Though part of the revenue from rental space is 
required to be submitted to the Hong Kong Airport Authority, the financial 
flexibility of the building is increased. In the future, they will consider taking 
back the space rented out for own use, or even building additional floor spaces 
on top of the existing buildings to obtain more space to suit the need of space 
due to expansion of company.  
 
• In the pre-Chek Lap Kok stage120, the nineteen offices of Cathay Pacific 
Airways in Hong Kong are located in Kowloon and Hong Kong Island, with 
its headquarters located at Swire House, 9 Connaught Road, Central, Hong 
Kong, and some offices located at the Kai Tak Airport. However, after the 
commencement of Cathay Pacific City in mid-1999, most of the departments 
of Cathay Pacific Airways have moved into the city, where they can 
consolidate the operation of the company into a campus.  
 
• Open-plan office design is not widely used in the pre-Chek Lap Kok stage. 
However, it is used as the basic design for most of the offices in Cathay 
                                                 
120 Pre-Chek Lap Kok stage: the time before Cathay Pacific Airways relocated their headquarters to the 
Cathay Pacific City, which is located near the Hong Kong International Airport at Chek Lap Kok in 
Hong Kong.  
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Pacific City. Although the seating density is more or less the same when 
compared with that in the old office, the new office looks more spacious due 
to the use of open-plan. The new system furniture also provides staff with 
more desktop space. Natural lighting is also introduced into the Cathay Pacific 
City, through the large windows and the central atrium of the building. Almost 
no one in the city is away from natural light more than 12 metres.  
 
• Cathay Pacific City is of modular design, with flexibility in operation built in 
mind. All the offices are built by demountable partition, fitted with 
standardized system furniture with consideration of ergonomic design, and sit 
on raised floor. It is a very flexible design in both physical and functional 
aspects.   
 
• Considering the new telephone system and computer network in Cathay 
Pacific City, it is far more advanced than the one used in the old office, using 
structural cabling and fiber extensively.  
 
• A BMS, intelligent Building Management System, was installed in Cathay 
Pacific City to provide efficient and effecting indoor environment control. 
Also, a 24-hour service hotline was set up to provide support to staff in Cathay 
Pacific City. This greatly improved the supporting services provided to staff.  
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5.3 Chapter summary 
 
In this chapter, findings in interview with Mr. Simon Siu, the Building and Support 
Services Manager from Property and Services Department of Cathay Pacific Airways 
are presented. The findings reveal the flexibility of office in Cathay Pacific City have 
been improved in physical, functional and financial aspects, when compared with the 
old offices. Also, many new advanced systems for communication and management 
of building were also installed in Cathay Pacific City.  
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Chapter 6 Questionnaire findings and Result analysis 
 
6.1 Introduction 
 
A total of 100 questionnaires were sent to facilities coordinators working at different 
departments in Cathay Pacific City. There are 15 completed questionnaires returned in 
total. The response rate is 15 percent. Although only 15 completed questionnaires 
were collected, confidence level obtained in this test is at least 71.5%,121 i.e., it is 95% 
confident to say that at least 71.5% of the targeted population in this research would 
return similar results to that one in this study. Respondents came from various 
departments in Cathay Pacific Airways, like Reservation Department, Product 
Department, Corporate Contingency Planning Department, Financial Services 
Department, Inflight Services Department, Information Management Department and 
Corporate Communication Department.  
 
There are totally 21 questions in each part, which will be grouped into 10 categories 
as stated in the Chapter 4 (Methodology): Flexibility, Suitability, Communication, 
Concentration, Psychological fulfillment, Accessibility, Adaptability, Supporting 
services, Indoor climate and ICT (high-tech Informational and communication 
technology). Respondents are required to rate from 1-5 for each of the questions 
according to their degree of agreement.  
                                                 
121 This is calculated by using an online sample size calculator developed by Creative Research 
Systems, 2004. The size of population in this research is equal to the number of facilities coordinators 
working in Cathay Pacific City, which is 100. When 15 questionnaires are collected in a population of 
100, the calculated confidence level is 95% with a variance of about 23.5 %. Thus, in this research, the 
confidence level is at least 71.5%.  
Source: http://www.surveysystem.com/sscalc.htm, accessed on 15th March 2005.  
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6.2 Findings and analysis 
 
In the following sections, descriptive statistics of data collected will be presented. 
Then data in each category will be analyzed and interpreted in detail, and pearson 
correlation coefficient between Flexibility and other categories will be found.  
 
6.2.1 Descriptive statistics about data collected 
 
Below are tables containing descriptive statistic of mean of ratings in each categories 
by employee working in the Cathay Pacific City.  
 
 
  N Minimum Maximum Mean 
Standard 
Deviation 
Flexibility 15 1.50 3.50 2.5667 .59362 
Suitability 15 2.00 5.00 3.1556 .82488 
Communication 15 2.00 5.00 3.1333 .91548 
Concentration 15 1.00 5.00 3.2000 1.20712 
Psychological 
fulfillment 
15 1.67 5.00 3.1778 1.19434 
Accessibility 15 1.00 5.00 3.5111 .88968 
Adaptability 15 2.00 5.00 3.4667 .83381 
Supporting 
services 
15 1.00 4.00 2.5667 .92324 
Indoor climate 15 1.25 5.00 3.0333 .90567 
ICT 15 .00 4.00 1.8667 1.59762 
Valid N 
(listwise) 
15     
Table 6.1: Ratings of all categories before moving into Cathay Pacific City. 
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The standard deviation of Flexibility is exceptionally low. This is because most of the 
ratings were concentrated around mean of ratings, which means most of the 
respondents think that the flexibility was low in their old offices. However, views 
towards ICT were divergent that the standard deviation of ratings of ICT is over 1.59 
and is the highest among all categories. The presence of ratings at zero and ratings at 
four shows that only some of the respondents have ICT provided at their workplace, 
and the services provided are not consistent among the respondents. 
 
 N Minimum Maximum Mean 
Standard 
Deviation 
Flexibility 15 1.50 5.00 3.6667 .99403 
Suitability 15 1.00 5.00 3.4444 1.03638 
Communication 15 2.00 5.00 3.4667 .91548 
Concentration 15 2.00 4.00 3.2667 .70373 
Psychological 
fulfillment 
15 1.00 4.33 2.8000 .87105 
Accessibility 15 1.33 5.00 3.7333 1.04805 
Adaptability 15 1.00 5.00 3.6000 .98561 
Supporting 
services 
15 1.00 4.00 2.6333 1.00830 
Indoor climate 15 2.00 4.50 3.2167 .65374 
ICT 15 .00 4.00 2.0000 1.69031 
Valid N 
(listwise) 
15     
Table 6.2: Ratings of all categories after moving into Cathay Pacific City. 
 
From the table above, there is no category with exceptionally low standard deviation. 
However, the standard deviation of ICT is still remaining high, with the range of 
ratings is from zero to four, which reveals that still not all the respondents can 
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received the ICT services, and the opinions of respondents towards ICT are still 
divergent. The following table may also support this idea, where standard deviation of 
ratings of ICT is the highest among all.  
 
 N Minimum Maximum Mean 
Standard 
Deviation 
Flexibility 15 -2.00 3.50 1.1000 1.27055 
Suitability 15 -2.67 3.00 .2889 1.33848 
Communication 15 -1.00 2.00 .3333 .72375 
Concentration 15 -2.00 3.00 .0667 1.66762 
Psychological 
fulfillment 
15 -3.33 2.00 -.3778 1.61769 
Accessibility 15 -2.00 2.33 .2222 .86066 
Adaptability 15 -2.00 1.00 .1333 1.06010 
Supporting 
services 
15 -2.50 2.50 .0667 1.16292 
Indoor climate 15 -1.25 2.00 .1833 1.04994 
ICT 15 -4.00 4.00 .1333 2.03072 
Valid N 
(listwise) 
15     
Table 6.3: Difference in ratings before and after moving into Cathay Pacific City in 
all categories. 
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6.2.2 Mean of ratings of the each category before and after moving into Cathay 
Pacific City 
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Fig. 6.1: Mean of rating before and after moving into Cathay Pacific City. 
 
Most of the mean of ratings after moving into Cathay Pacific City have risen when 
compared with the mean of ratings before moving into Cathay Pacific City, except 
Psychological fulfillment. From the figure below, mean of rating of Flexibility has the 
highest rise among all categories, followed by Suitability, Communication and 
Concentration. However, there is a drop over 0.3 in the mean of rating of 
Psychological fulfillment, this may due to the introduction of open-plan office design 
into the Cathay Pacific City. This will be analyzed in the coming sections.  
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Fig. 6.2: Differences between mean of ratings before and after moving into Cathay 
Pacific City.  
 
6.2.3 Flexibility 
 
Questions used to measure change in flexibility in the questionnaires are as follows: 
 
• It is easy to change the configuration of office, like putting additional desk and 
chair and other furniture for new employee. (Question No. 1) 
• It is easy to change use of particular area in office, like changing a place of an 
employee workplace to a printing station, or changing some employee 
workplaces to a place for meeting. (Question No. 2) 
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Question No. 1 is used to measure the change of physical flexibility in office, while 
the Question No. 2 is used to measure change of functional flexibility in office, after 
moving into Cathay Pacific City. The results of two questions are as follow: 
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Fig. 6.3: Mean of ratings for questions about flexibility.  
 
There are questions set up to measure change of flexibility because there is lacking 
objective method in measuring change of flexibility in building. From the interview 
with Mr. Simon Siu, the Building and Support Services Manager in Cathay Pacific 
Airways, it is known that Cathay Pacific City is of modular design, with flexibility 
operation built in mind. All the offices are built by demountable partition, fitted with 
system furniture, and sit on raised floor, and thus new offices in the city is more 
physically and functionally flexible than the old offices. The result from 
questionnaires matches with the interview findings that there is an increase in 
flexibility in building, both in physical and functional aspects. This means that the 
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increase in building flexibility can be actually felt by the people working inside, so 
that when staff of Cathay Pacific Airways compared the old offices with the new 
offices inside Cathay Pacific City, they can point out through rating in questionnaires 
that the latter one is more flexible.  
 
One of the possible reasons explaining why there is high increase of rating of 
flexibility is the introduction of open-plan design in office. According to Mr. Siu, 
open-plan office design was not widely used in the old offices, but it becomes the 
design theme in the new offices. The use of system furniture together with the open-
plan office design can greatly increase not only flexibility in office so as to let 
organizations response to changes, but also space efficiency.122 On the other hand, the 
use of demountable partition wall can also increase the flexibility in office.123 The 
layout and setting using system furniture and demountable partition wall can be easily 
changed in an open-plan office to suit different requirements at different time, which 
can benefit all the staff working in such office. That is why flexibility has been rated 
comparatively high after the staff moving into Cathay Pacific City.  
 
The idea through adopting open-plan office to achieve flexibility in building can be 
illustrated by a similar case in Germany, where Mercedes-Benz owns eleven plants of 
producing motor cars. However, in the Bremen-Sebaldsbruck plant in Germany, there 
is no administrative block came with the plant. Though in 1980s a temporary office 
building was built, it still cannot solve the problem of communication between 
administrative staff. They found that the existing building is not flexible enough to 
                                                 
122 Becker, 1990, p. 197 
123 Knevitt, 1990, p. 41 
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install a new communication network, therefore Mercedes decided to erect a new 
building to solve the problem and also meet the future needs. In order to maximize the 
flexibility in new office, open-plan office layout was used together with raised floor 
system, so as to meet the alteration required in the future.124 
 
6.2.4 Suitability  
 
The rise of mean of rating of suitability is the third highest among all the categories. 
Three questions for measuring suitability at workplace are used: 
 
• You have enough working space to carry out your daily work activities. 
(Question No. 3) 
• You satisfy with furniture provided at your workplace, like cabinet, desk, chair. 
(Question No. 21) 
• It is easy to access hardcopies of data/files stored at your workplace. (Question 
No. 13) 
 
Results of ratings before and after moving into Cathay Pacific City are as follows: 
 
                                                 
124 Knevitt, 1990, p. 144 
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Fig. 6.4: Mean of ratings for questions about suitability.  
 
In the new office of Cathay Pacific City, space efficiency has been increased through 
adopting open-plan office design, which promotes space sharing at workplace. 
Furthermore, the new desk of system furniture has a larger desktop area than the old 
one. Thus it is not hard to understand that more staff think they get enough working 
space in the new office and increased the mean of ratings for Question No. 3. No 
matter in the physical and functional aspects, system furniture has provided a great 
flexibility,125 which is very important especially in nowadays computer working 
environment. 
 
Also, system furniture provided in the new office can increases employees’ 
satisfaction.126 This causes the increase of ratings about furniture satisfaction after 
moving into the Cathay Pacific City. Nonetheless, it is quite surprising that the mean 
                                                 
125 Miethner, 2000, p. 34 
126 Steinbrecher, 1987 
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of ratings of accessing hard copy of file and data (Question No. 13) has dropped after 
moving into Cathay Pacific City. It seems that the installation of system furniture did 
not improve the situation.  
 
Wilkinson and Leifer (2003) have produced a generic benchmark for comparing 
building user satisfaction survey result.127 The questionnaire that they have used to 
measure use satisfaction is very similar to the questionnaire used in this research, with 
both the questionnaires are using a 5-point likert scale for measurement. The 
questionnaire used by Wilkinson and Leifer was divided into several parts: thermal 
comfort, air quality, noise control, spatial comfort, privacy, lighting, building noise 
control, specific symptoms, neurotoxic symptoms, overall satisfaction and ability to 
work.  
 
 Ratings from 
benchmark developed 
by Wilkinson and 
Leifer) 
Overall ratings 
(Previous office) 
Overall ratings 
(Cathay Pacific City) 
Spatial 
comfort/ 
Suitability 
~3.5 
(Spatial comfort) 
3.1556 
(Suitability) 
3.4444 
(Suitability) 
Table 6.4: Benchmarking of Suitability.  
 
In the category about spatial comfort, questions have been set to ask employee about 
their satisfaction on furniture arrangement and amount of space at workplace, which 
are very similar to the questions asked in this research under the category Suitability. 
                                                 
127 Best, Langston and de Valence, 2003, p. 163, see Appendix II 
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If we take the mean of rating of suitability in this research to compare with the generic 
benchmark, the result is more or less the same. The average value of the benchmark is 
about 3.50, while the mean of ratings of suitability in this research has risen from 
3.1556 to 3.4444 after the move. This shows that in the aspect of suitability at 
workplace, Cathay Pacific City is up to the standard.  
 
  Flexibility Suitability 
Flexibility Pearson Correlation 1 .773(**) 
  Sig. (2-tailed) . .001 
  N 15 15 
Suitability Pearson Correlation .773(**) 1 
  Sig. (2-tailed) .001 . 
  N 15 15 
**  Correlation is significant at the 0.01 level (2-tailed). 
Table 6.5: Correlation coefficient between Flexibility and Suitability. 
 
The above table shows the correlation between two categories: Flexibility and 
Suitability. The correlation coefficient between Flexibility and Suitability is +0.773. 
This reveals the relationship between Flexibility and Suitability should be positively 
related. The coefficient is highly significant at the 0.01 level. As explained in the 
previous paragraphs, suitability at workplace is affected mainly by the introduction of 
open-plan design office as well as system furniture. These two items are also the main 
components in providing physical and functional flexibility at new office in Cathay 
Pacific City. Thus, it is not surprising that the correlation between Flexibility and 
Suitability at workplace is high.   
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6.2.5 Communication 
 
Mean of values under category Communication got the third highest rise after moving 
into Cathay Pacific City. The statement for rating about communication is: 
 
• The workplace environment stimulates the communication between you and 
your colleagues. (Question No. 4) 
 
The result of ratings about this statement is as follow: 
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Fig. 6.5: Mean of ratings for questions about communication. 
 
There is a rise in the mean of ratings, which means most of the respondents think it is 
easier for the communication between colleagues to be stimulated in the new 
workplace. This matches the expected result of this research. Since open-plan design 
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is not widely adopted in the offices previously used by Cathay Pacific Airways, but 
was adopted throughout most of the offices in Cathay Pacific City, so the increase of 
ease of communication being stimulated in the new office can be explained by the 
increased openness at workplace in Cathay Pacific City. In UK, there is already a 
tendency to provide open plan areas to foster communication between colleagues.128 
Literature has also shown that open-plan office design can improve communication 
between colleagues.129 A lack of communication, however, will cause isolation and 
non-participation;130 leading to deteriorating of employee’s workplace satisfaction.  
 
The following table shows the correlation found between Flexibility and 
Communication. 
 
   Flexibility Communication 
Flexibility Pearson Correlation 1 .155 
  Sig. (2-tailed) . .580 
  N 43 43 
Communication Pearson Correlation .155 1 
  Sig. (2-tailed) .580 . 
  N 15 15 
Table 6.6: Correlation coefficient between Flexibility and Communication. 
 
It is found that Flexibility and Communication is positively related, and the 
correlation coefficient is +0.155, which indicates that increasing flexibility at 
workplace could help stimulating communication between colleagues. Nevertheless, 
                                                 
128 Duffy, Laing and Crisp, 1993, p. 162  
129 Leaman, 1992 
130 Knevitt, 1990, p. 40 
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the improved communication between colleagues may be just a ‘side-effect’ of 
increased flexibility at workplace, which mainly achieved by using open-plan office 
design. This explains why the significance level of correlation between Flexibility and 
Communication is not as high as that between Flexibility and Suitability. 
 
Case study also supports the idea of increasing openness of office to stimulate 
communication between colleagues. In Antony, France where Rhone-Poulenc, who 
carries out human and animal health business, needed to set up its new office to bring 
together its research and development staff from Antony and Paris together.131 It is 
identified that there was a serious communication problem existed between colleagues 
in the old office in Paris, thus how to improve communication between staff became a 
crucial topic during the design of new office layout. Finally, internal communication 
was improved through increasing the openness of office to stimulate the interaction 
between staff. Actually, not just open-plan office design would stimulate 
communication between colleagues; the creation of ‘socializing corridor’ can also 
achieve such target.132 ‘The Street’ which is located at the central part in Cathay 
Pacific City is a good example. 
 
 
 
 
 
 
                                                 
131 Knevitt, 1990, p. 147 
132 Knevitt, 1990, p. 45 
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6.2.6 Concentration 
 
The mean of ratings of concentration at workplace also rose after moving into Cathay 
Pacific City. Statement in questionnaire related to concentration at workplace is as 
follow: 
 
• The workplace allows you to concentrate on your work easily. (Question No. 5) 
 
Results of mean of ratings before and after moving into Cathay Pacific City are shown 
below: 
 
0
0.5
1
1.5
2
2.5
3
3.5
Concentration (Q.5)
Question
M
ea
n 
of
 ra
tin
g
Before moving into
Cathay Pacific City
After moving into Cathay
Pacific City
 
Fig. 6.6: Mean of ratings for questions about concentration. 
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It was shown by other literatures that open-plan office is disruptive to concentration at 
workplace.133 The phenomenon can be explained by the increased of sound level it 
brought into the workplace, which can be noise in some sense. Nonetheless, the result 
found in this research is contradictory to the findings before that the concentration at 
workplace has raised after moving into an open-plan designed office at Cathay Pacific 
City. If a look of Question No. 16 which reflects the indoor sound level satisfaction of 
respondent is taken, it indicates that most of the respondents did not satisfy with the 
sound level at the new workplace. 
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Fig. 6.7: Mean of ratings about sound level satisfaction before and after moving into 
Cathay Pacific City.  
 
                                                 
133 Stallworth Jr and kleiner, 1996, p. 40 
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The drop in satisfaction towards sound level is probably due to increased sound level, 
or even noise inside the open-plan office at the new office. Interestingly, in spite of 
the fact that more respondents dissatisfy with the sound level they perceived at the 
new office, it is found that people at workplace like noise as long as it is relevant to 
what they are doing.134 This justifies how satisfaction towards concentration at 
workplace can increase under the circumstance that dissatisfaction towards sound 
level is increased. From this result, although the rise of ratings of concentration is 
small, it has already proved that open-plan office design is not necessarily disruptive 
to concentration at workplace.  
 
 
   Flexibility Concentration 
Flexibility Pearson Correlation 1 .536(*) 
  Sig. (2-tailed) . .039 
  N 15 15 
Concentration Pearson Correlation .536(*) 1 
  Sig. (2-tailed) .039 . 
  N 15 15 
*  Correlation is significant at the 0.05 level (2-tailed). 
Table 6.7: Correlation between Flexibility and Concentration. 
 
Same as correlation between Flexibility and Communication, the correlation 
coefficient above is not as high as that between Flexibility and Suitability. However, 
as analyzed above, the high correlation coefficient (+0.536, at significance level 0.05) 
between Flexibility and Concentration may be just a special case due to its 
                                                 
134 Leaman, 1992 
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contradictory nature to generic founding. Thus, further investigations should be 
carried out to find out the relationship between open-plan office layout and 
concentration at workplace.  
 
6.2.7 Psychological fulfillment 
 
Factors affect psychological fulfillment, or psychological comfort most are actually 
the privacy at workplace as well as the sense of belonging towards workplace. Privacy 
can be divided into privacy at work and privacy during communication. The 
following questions are used to assess such factors: 
 
• The workplace provides you with privacy during working. (Question No. 6) 
• The workplace provides you with privacy when you communicated with your 
colleagues. (Question No. 7) 
• You have a sense of belonging to your workplace. (Question No. 8) 
 
Privacy is generally a function of closeness and density of occupation.135 The more 
openness is the office layout, the less privacy is associated with the workplace. On the 
other hand, sense of belonging to the workplace is affected by an employee’s freedom 
and capacity for control, and degree of autonomy towards his or her workplace.136 
The result of change of privacy and sense of belonging at workplace is shown below: 
 
                                                 
135 Knevitt, 1990, p. 60 
136 Knevitt, 1990, p. 59 
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Fig. 6.8: Mean of ratings for questions about psychological fulfillment. 
 
From the above results, both sense of belonging and privacy during work and 
communication has dropped after moving into Cathay Pacific City. The psychological 
fulfillment is the only category having drop in its mean of ratings among all of the 
categories in this study. The drop in ratings of psychological fulfillment is mainly 
contributed by ratings dropped in privacy during work and communication, which are 
up to about 0.5 and 0.6 respectively, i.e. more than 15% of their original ratings.  
 
A coin has two sides; adopting open-plan office layout could bring a lot of advantages, 
for instance, increased flexibility and improved communication, but also drawbacks, 
where decrease of level of privacy at workplace is one of them. After adopted open-
plan office, degree of closeness at workplace is dropped, which directly leads to drop 
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in privacy. A case study carried out by Sundstrom et al. (1982) also showed that 
open-plan office layout would impose negative impact on privacy at workplace.137  
 
The mean of ratings about privacy (privacy at work and privacy during 
communication) of offices before and after moving into Cathay Pacific City are 3.0 
and about 2.4667 respectively. Take the generic benchmark about user satisfaction in 
building developed by Wilkinson and Leifer (2003), which has been mentioned before, 
as a comparison in terms of privacy in workplace, it is found that the mean of privacy 
ratings in office of Cathay Pacific Airways, no matter the ratings are representing 
situation before or after moving into Cathay Pacific City, are lowered than that in the 
benchmark, which is about 3.25. This indicates that more privacy should be provided 
at the workplace in office in Cathay Pacific City.  
 
 Ratings from 
benchmark developed 
by Wilkinson and 
Leifer) 
Overall ratings 
(Previous office) 
Overall ratings 
(Cathay Pacific City) 
Privacy ~3.25 3.0000 2.4667 
Table 6.8: Benchmarking of Privacy.  
 
In an open-plan office, privacy can be achieved by several ways. First of all, it can be 
provided by ‘ensuring that areas of quiet are provided away from busy circulation 
routes. Furniture is designed to absorb sound and to screen desks and group areas. 
Meeting rooms and special working areas can be enclosed for confidential meetings 
                                                 
137 Sundstrom, Herbert and Brown., 1982 
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and quiet work.’138 Also, providing privacy at workplace does not necessarily means 
sacrificing the ease of communication being stimulated at workplace. This can be 
done by ‘using fully-integrated system furniture, which combines panels of differing 
heights’139, which ensures both easy communication and privacy at workplace. 
Though system furniture is already used in offices in Cathay Pacific City, considering 
reconfiguration of such furniture, like the height of panels at workplace, may help 
increasing the privacy at workplace.  
 
Sense of belonging is another factor affecting psychological fulfillment at workplace. 
It is an integrated measurement of territoriality, identity, personalization and 
expression of status. The result shows that it has been dropped slightly after the 
offices have been moved into Cathay Pacific City. This signifies that respondents are 
having a little bit lower autonomy in their workplace in the new offices, where they 
should be able to personalize their workplace, rearrange their furniture to suit their 
needs. Nonetheless, even though high autonomy is granted to employee at their 
workplace, the workplace itself must be flexible enough to allow such personalization 
to be carried out.  
 
 
 
 
 
 
                                                 
138 Duffy, Laing and Crisp, 1993, p. 162 
139 Knevitt, 1990, p. 42 
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 Flexibility 
Psychological 
fulfillment 
Flexibility Pearson 
Correlation 
1 .558(*) 
  Sig. (2-tailed) . .031 
  N 15 15 
Psychological 
fulfillment 
Pearson 
Correlation 
.558(*) 1 
  Sig. (2-tailed) .031 . 
  N 15 15 
*  Correlation is significant at the 0.05 level (2-tailed). 
Table 6.9: Correlation between Flexibility and Psychological fulfillment. 
 
Surprisingly, the correlation between Flexibility and Psychological fulfillment is 
positively quite high, despite the fact that the overall psychological fulfillment after 
moving into Cathay Pacific City has dropped. This may due to those who think their 
privacy at workplace has dropped also have the thought that the flexibility at 
workplace has dropped after moving into Cathay Pacific City. Further investigation 
with participation of more respondents is encouraged to confirm correlation found in 
this section.  
 
In order to strive a balance between privacy and ease of communication, but at the 
same time retain the flexibility at workplace, so as not to affect sense of belongings as 
well as other factors which contribute to workplace satisfaction, one of the 
compromises is to keep the open-plan layout in office, but at the same time increase 
the height of partition wall at which privacy is needed. This policy has been adopted 
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by PA Consulting Group in their office in London, where partition walls of different 
height are used in the open-plan office.140  
 
Another way to provide privacy at workplace without sacrificing advantages of open-
plan office design is to provide group open areas. This setting works very well in 
terms of communication, privacy as well as controlling the problems of disturbance 
which may experienced in a totally open plan layout. Office of Volvo Car Corporation 
at Goteberg in Sweden has adopted this approach and found it not only provide 
advantages of open-plan office design to the company, but also promote group 
working to meet the needs of the organization.141 
 
6.2.8 Accessibility 
 
Measurement of rating of this part is based on whether colleagues can easily access 
each others in office. There are mainly three ways of doing so, by person, by 
telephone or by email. Thus the following questions are set for measurement: 
 
• It is easy to contact your colleagues in person. (Question No. 9) 
• It is easy to contact your colleagues through telephone. (Question No. 10) 
• It is easy to contact your colleagues through email. (Question No. 11) 
 
                                                 
140 Duffy, Laing and Crisp, 1993, p. 200 
141 Duffy, Laing and Crisp, 1993, p. 213 
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Fig. 6.9: Mean of ratings for questions about accessibility.  
 
Generally speaking, from the about results, respondents think it is easier to access 
their colleagues after moving into their new offices. The rise in mean of ratings in this 
category is as expected since open-plan layout is used in the new office, in which 
accessing people by person becomes easier. This is because in an open-plan office, 
everyone’s workplace is ‘opened’ for access by others. There is also rise in mean of 
ratings of accessing people by email, because a more advanced t computer network 
using structured cabling and fiber are installed in Cathay Pacific City. Surprisingly, 
though a more advanced telephone network has been installed in Cathay Pacific City, 
the mean of ratings in accessing people through telephone has dropped. Unfamiliar 
with the use of advanced telephone system, or staff tends to contact each other 
through email instead of using telephone system, may be able to explain this 
phenomenon. 
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  Flexibility Accessibility 
Flexibility Pearson Correlation 1 .631(*) 
  Sig. (2-tailed) . .012 
  N 15 15 
Accessibility Pearson Correlation .631(*) 1 
  Sig. (2-tailed) .012 . 
  N 15 15 
*  Correlation is significant at the 0.05 level (2-tailed). 
Table 6.10: Correlation between Flexibility and Accessibility.  
 
The positive highly significant correlation between Flexibility and Accessibility is 
justified due to the accessibility is directly influenced by hardware which provide 
flexibility at workplace, like the open-plan office components and raise floor system 
which can house all the structure cabling in it. These provide physical and functional 
flexibility in office and improve accessibility by person and by email through 
advanced networking directly.   
 
Another way to improve accessibility of staff at workplace is to provide an 
appropriate density of occupation in office. Office of Steelcase at Michigan in United 
States is a good example. In its office, appropriate distance between staff’s workplace 
was given to ensure face-to-face contact between staff.142 Appropriate density is 
preferred rather than high density because the latter one will lead to deprivation of 
employee’s privacy at workplace. However, what appropriate density means is strictly 
related to the type of work to be carried out inside office, which is different for 
organizations from different business sectors.   
                                                 
142 Knevitt, 1990, p. 153 
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6.2.9 Adaptability 
 
Adaptability means how well can the staff adapt to their new workplace after churn. 
In nowadays business environment, it is unavoidable to have churn in office so as to 
meet the changing needs. Although there will be less churn in a flexible office, it is 
still worth taking care of.143 The question for such measurement is as follow: 
 
• It is easy to adapt to the working environment. (Question No. 12) 
 
The result of the measurement is shown below: 
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Fig. 6.10: Mean of rating of question about adaptability. 
 
Adaptability is crucial towards workplace satisfaction since before employees satisfy 
with their workplace, they must be able to adapt to their workplace first. It is hard for 
                                                 
143 Bradley and Osborne, 1998, p. 183 
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employees to work at which they cannot adapt to, not to say satisfy with. This rise in 
adaptability is closely related to the use of new standardized system furniture at 
Cathay Pacific City, which is more flexible and has taken ergonomic design into 
consideration to ensure workplace safety and comfort. Also, using such furniture 
system can ensure staff is not required to adapt to an entirely new workplace 
environment even after a churn, since the furniture and other accessories at their 
workspace they occupied are same as before. It is also indicated that needs for 
furniture will change with time, and replacing the old one with more flexible one can 
increase adaptability of employee to the workplace.144 
 
Another explanation for the rise may not due to the new standardized system furniture. 
Since the rise in mean of ratings of adaptability is just very little, with difference not 
more than 0.15, the change may simply due to psychological reason, where 
respondents may think that they are more adaptable in the new office.  
 
  Flexibility Adaptability 
Flexibility Pearson Correlation 1 .361 
  Sig. (2-tailed) . .187 
  N 15 15 
Adaptability Pearson Correlation .361 1 
  Sig. (2-tailed) .187 . 
  N 15 15 
Table 6.11: Correlation between Flexibility and Adaptability. 
 
                                                 
144 Knevitt, 1990, p. 105 
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The coefficient found here is by far the lowest among all categories, though it is still 
positive. This gives additional support to the thought that adaptability is just partly 
affected by flexibility, which provides the hardware to employees to adapt to. There 
are still other factors, like psychological factors, may also contribute to the degree of 
adaptability. It is also shown that adaptability is affected by indoor climate of office145, 
which will be discussed later. 
 
6.2.10 Supporting services 
 
It has been discussed that supporting services provided at workplace can affect 
employee’s workplace satisfaction. Such services provided can be divided into two 
types, non-working related and working related. Thus, two questions are set to 
measure the level of satisfaction of such services: 
 
• You satisfy with the supporting services provided, like canteen or café. 
(Question No. 17) 
• You satisfy with the desk services, like supporting hotline for employee. 
(Question No. 18) 
 
Question No. 17 is to measure respondents’ degree of satisfaction towards non-
working related services, while Question No. 18 is to measure that towards working 
related services. The results are as follows: 
 
                                                 
145 Knevitt, 1990, p. 56 
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Fig. 6.11: Mean of ratings of questions about supporting services.  
 
The difference of mean of rating in this category has slightly increased after moving 
into Cathay Pacific City. The slightly rise may due to the drop of ratings in working 
related services, like hotline support services provided to employee. It is surprising to 
see such a drop since after moving into Cathay Pacific City, a new 24-hours hotline 
services is provided to staff inside the city. This definitely increase the working 
related supporting services provided to staff. One possible cause for the drop is that 
the staff still not yet familiar with using such hotline services when they are in 
troubles. In this case, Cathay Pacific Airways should promote such services to make 
better use of it. 
 
It is interesting to note that ratings of non-working related services does not rise much 
after moving into Cathay Pacific City, where lots of such services are provided, like 
canteen, café, recreational facilities and hotel. Nonetheless, it is worth noticing that 
the hotel facilities are mainly for serving overseas staff of Cathay Pacific Airways 
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who come to Hong Kong, i.e. local staff can rarely use such facilities, though it is 
located near their office buildings. Moreover, satisfaction generated from enjoying 
recreational facilities may be offset by catering services provided, or vice versa. These 
all contribute to the little rise of ratings in non-working related support services. Still, 
such facilities are able to increase employees’ satisfaction towards their workplace, 
and many companies, especially those in airline industry, like Dragonair and British 
Airways have also provided similar facilities to their employees in headquarters.  
 
   Flexibility Supporting services 
Flexibility Pearson Correlation 1 .128 
  Sig. (2-tailed) . .649 
  N 15 15 
Supporting 
services 
Pearson Correlation 
.128 1 
  Sig. (2-tailed) .649 . 
  N 15 15 
Table 6.12: Correlation between Flexibility and Supporting services.  
 
The correlation coefficient between Flexibility and Supporting services is the lowest 
among all categories without high significance level. Such phenomenon can be 
viewed as a weak or indirect relationship existed between the two items. The 
relationship is indirect since increasing flexibility at workplace would not directly 
affect supporting services provided to employees; rather, it is affecting the channels of 
providing such services to employees, i.e. organization can choose to provide 
employee with supporting services by hotline through telephone network, or in the 
form of online frequently asked questions through intranet.  
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6.2.11 Indoor climate 
 
Physical environment comfort to workplace satisfaction is what water to fish. 
Lighting, temperature, sound level and natural lighting are four dominant factors 
affecting physical environment comfort and are measured below: 
 
• You feel comfortable with indoor temperature. (Question No. 14) 
• You feel comfortable with indoor lighting. (Question No. 15) 
• You feel comfortable with sound level at workplace. (Question No. 16) 
• You feel comfortable with natural lighting at workplace. (Question No. 19) 
 
The results are presented below:  
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Fig. 6.12: Mean of ratings of questions about Indoor climate.  
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There is a drop in ratings of sound level, which is as expected due to the use of open-
plan office. The ratings of lighting remain unchanged although a more efficient and 
effective intelligent Building Management System has been installed to control 
temperature, lighting etc. in Cathay Pacific City. The overall ratings after moving into 
Cathay Pacific City have risen, mainly due to the rise of ratings in natural lighting. 
The introduction of natural lighting has become a must in the architecture in recent 
years, which can help creating a natural and lively indoor environment. Passenger 
terminal of Hong Kong International Airport and stations along KCR West Rail are 
good examples. As told by Mr. Simon Siu in the interview, introducing natural 
lighting into offices is the main theme in design of Cathay Pacific City. Inside the city, 
no one is away from natural lighting more than 12 metres. Natural lighting is 
introduced by constructing an atrium in the central of building, together with using 
full-height windows. Be that as it may, introducing natural lighting may also bring 
some disadvantages; the drop in ratings in temperature is one of it. This is because 
natural lighting not only brings light energy into building, but also heat energy 
associate with it. This may make some staff feel uncomfortable, and leads to drop of 
respondents’ satisfaction towards temperature in new office. Whatever the drawbacks 
are, from the ratings of satisfaction of respondents towards natural lighting, they have 
been offset by the advantages of natural lighting.  
 
Take survey result of user satisfaction on building developed by Wilkinson and Leifer 
(2003), which is mentioned before as a benchmark. It is surprising that all the ratings, 
be they representing the situation before or after moving into Cathay Pacific City, are 
lower than the benchmark. This revealed the fact that there is still room to improve 
the indoor climate inside Cathay Pacific City.  
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 Ratings from 
benchmark developed 
by Wilkinson and 
Leifer 
Ratings  
(Previous Office) 
Ratings 
(Cathay Pacific City) 
Temperature ~3.3 3.1333 3.0000 
Sound 
Control 
~3.5 3.2000 3.0667 
Lighting ~4.0 3.6000 3.6000 
Table: 6.13: Benchmarking factors affecting indoor climate. 
 
  Flexibility Indoor climate 
Flexibility Pearson Correlation 1 .621(*) 
  Sig. (2-tailed) . .013 
  N 15 15 
Indoor climate Pearson Correlation .621(*) 1 
  Sig. (2-tailed) .013 . 
  N 43 43 
*  Correlation is significant at the 0.05 level (2-tailed). 
Table 6.14: Correlation between Flexibility and Indoor climate.  
 
The correlation shown above indicated a positive relationship exists between 
Flexibility and Indoor climate (+0.621). Same as supporting services, in this category, 
the effect of flexibility is indirect. Flexibility is actually affecting the degree of control 
of users over such factors. In an office in flexible building, there should be enough 
controls installed at different places, so that even after churn, staff can still control the 
above factors according to their needs conveniently.  
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6.2.12 ICT 
 
ICT means high-tech information and communication technology, like 3G network 
and wireless LAN network. The question used for accessing satisfaction in this 
category is: 
 
• You satisfy with high-tech communication technology, like wireless internet 
access at workplace. (Question No. 20)  
 
Results of ratings are shown as follows: 
 
1.8
1.85
1.9
1.95
2
2.05
ICT (Q.20)
Question
M
ea
n 
of
 ra
tin
g
Before moving into
Cathay Pacific City
After moving into Cathay
Pacific City
 
Fig. 6.13: Mean of ratings of question about ICT.  
 
 
 
 
Chapter 6 – Questionnaire findings and Result analysis 
 
 
 104
 
Frequency Percent Valid Percent 
Cumulative 
Percent 
Valid .00 5 33.3 33.3 33.3 
  1.00 1 6.7 6.7 40.0 
  2.00 3 20.0 20.0 60.0 
  3.00 3 20.0 20.0 80.0 
  4.00 3 20.0 20.0 100.0 
  Total 15 100.0 100.0  
Table 6.15: Frequency counts for ratings for above Question No. 20, before moving 
into Cathay Pacific City.  
 
  Frequency Percent Valid Percent 
Cumulative 
Percent 
Valid .00 5 33.3 33.3 33.3 
  1.00 1 6.7 6.7 40.0 
  2.00 2 13.3 13.3 53.3 
  3.00 3 20.0 20.0 73.3 
  4.00 4 26.7 26.7 100.0 
  Total 15 100.0 100.0   
Table 6.16: Frequency counts for ratings for above Question No. 20, after moving 
into Cathay Pacific City.  
 
The overall ratings in this category are lowest among all, which do not exceed 2. It is 
know that there is a little change in ratings about ICT after moving into Cathay 
Pacific City. However, if an in-depth look is taken into the frequency count of this 
question, a large portion of respondents thinks that there is no ICT provided at their 
workplace, whether in their previous or new office. This is worth noticing because 
after moving into Cathay Pacific City, with a higher flexibility in physical and 
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functional aspects, it should be easier to provide such services to employee. This 
indicates another area where Cathay Pacific Airways possesses room to improve. 
Notwithstanding the low ratings, the correlation between Flexibility and ICT is quite 
high positively.  
 
  Flexibility ICT 
Flexibility Pearson Correlation 1 .451 
  Sig. (2-tailed) . .091 
  N 15 15 
ICT Pearson Correlation .451 1 
  Sig. (2-tailed) .091 . 
  N 15 15 
Table 6.17: Correlation between Flexibility and ICT.  
 
6.2.13 Workplace satisfaction 
 
It is assumed that all the categories affecting workplace satisfaction carry the same 
weight. Thus, the rating of workplace satisfaction from each respondent is being 
calculated by finding the mean of their ratings from all categories analyzed above, 
except Flexibility. The calculated results from all respondents are as follows: 
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N Minimum Maximum Mean 
Standard 
Deviation 
Workplace 
satisfaction 
15 2.03 4.59 3.0123 .68150 
Valid N 
(listwise) 
15     
Table 6.18: Ratings of workplace satisfaction before moving into Cathay Pacific City. 
  
 
N Minimum Maximum Mean 
Standard 
Deviation 
Workplace 
satisfaction 
15 1.50 4.00 3.1290 .71669 
Valid N 
(listwise) 
15     
Table 6.19: Ratings of workplace satisfaction after moving into Cathay Pacific City.  
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Fig. 6.14: Mean of ratings of Workplace satisfaction.  
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From the above results, workplace satisfaction has risen after moving into Cathay 
Pacific City. This is because most of the factors affecting workplace satisfaction got a 
rise after moving into Cathay Pacific City. Even though mean of ratings of 
Psychological fulfillment has dropped, such drop is small that it is totally offset by the 
rises of other categories. The following figures may give a whole picture of rise and 
fall of ratings.  
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Fig. 6.15 Ratings of workplace satisfaction when compared with factors influencing it.  
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Fig. 6.16: Difference of ratings of workplace satisfaction before and after moving into 
Cathay Pacific City, comparing with factors influencing it.  
 
The following shows the summary of correlation between Flexibility and those factors 
affecting workplace satisfaction. 
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 Flexibility 
Flexibility Pearson Correlation 1 
  Sig. (2-tailed) . 
  N 15 
Suitability Pearson Correlation .773(**) 
  Sig. (2-tailed) .001 
  N 15 
Communication Pearson Correlation .155 
  Sig. (2-tailed) .580 
  N 15 
Concentration Pearson Correlation .536(*) 
  Sig. (2-tailed) .039 
  N 15 
Psychological fulfillment Pearson Correlation .558(*) 
  Sig. (2-tailed) .031 
  N 15 
Accessibility Pearson Correlation .631(*) 
  Sig. (2-tailed) .012 
  N 15 
Adaptability Pearson Correlation .361 
  Sig. (2-tailed) .187 
  N 15 
Supporting services Pearson Correlation .128 
  Sig. (2-tailed) .649 
  N 15 
Indoor climate Pearson Correlation .621(*) 
  Sig. (2-tailed) .013 
  N 15 
ICT Pearson Correlation .451 
  Sig. (2-tailed) .091 
  N 15 
**  Correlation is significant at the 0.01 level (2-tailed). 
*  Correlation is significant at the 0.05 level (2-tailed). 
Table 6.20: Summary of correlation between Flexibility and factors affecting 
Workplace satisfaction. 
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By analyzing the differences of ratings of Flexibility and Workplace satisfaction from 
all respondents, correlation coefficient between Flexibility and Workplace satisfaction 
is calculated: 
 
  Flexibility 
Workplace 
satisfaction 
Flexibility Pearson 
Correlation 
1 .710(**) 
  Sig. (2-tailed) . .003 
  N 15 15 
Workplace 
satisfaction 
Pearson 
Correlation 
.710(**) 1 
  Sig. (2-tailed) .003 . 
  N 15 15 
**  Correlation is significant at the 0.01 level (2-tailed). 
Table 6.21: Correlation between Flexibility and Workplace satisfaction. 
 
From the above table, it is shown that all the correlations between Flexibility and 
factors influencing Workplace satisfaction are all positive, and most of them are 
significant or even highly significant. These justify and give a strong support for the 
highly significant positive correlation between Flexibility and Workplace satisfaction, 
with coefficient of +0.710. The result above has proven the hypothesis of this research: 
the more flexible workplace will lead to increase in workplace satisfaction.  
 
 
 
 
Chapter 6 – Questionnaire findings and Result analysis 
 
 
 111
6.3 Chapter summary 
 
Data and information collected from the questionnaires and interview have been 
analyzed according to ten categories: Flexibility, Suitability, Communication, 
Concentration, Psychological fulfillment, Accessibility, Adaptability, Supporting 
services, Indoor climate and ICT. Rises and falls of mean of ratings of each category 
after moving into Cathay Pacific City have been explained and justified with literature 
findings and case studies. Benchmarking is also used to compare the results of some 
categories in this research with findings from other similar surveys. Correlation 
coefficients between flexibility and factors affecting workplace satisfaction have been 
computed, and all of them are found positive. Finally, correlation coefficient between 
flexibility and workplace satisfaction has been calculated and found positive. This 
proves the hypothesis to be tested in this research, where a more flexible workplace 
will lead to increase in workplace satisfaction of employees.  
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Chapter 7 Conclusion 
 
7.1 Summary of study 
 
This dissertation aims at finding out the relationship between flexible workplace and 
workplace satisfaction. From literature reviews, it has shown that there is a positive 
relationship existed between workplace and workplace satisfaction. Also, workplace 
satisfaction will affect job satisfaction which in turns affects the productivity of 
organization. Thus, employees’ workplace satisfaction to productivity of an 
organization is what water to fish. The result of this research indicates a positive 
correlation exists between flexible workplace and workplace satisfaction. In recent 
years, there are many organizations try to increase their flexibility of office in order to 
meet the needs from changing business environment. This result from this research is 
encouraging, especially to those organizations who try their best to increase flexibility 
at their offices, since it has proven that such flexible workplace can also increase 
employees’ workplace satisfaction, which in turns increases productivity of 
organizations.  
 
7.2 The importance of flexibility 
 
Flexibility is the main theme in nowadays office buildings, since it can help 
organization adapt to future needs and avoid it being obsolesced. In the aviation 
industry, flexibility is of utmost importance since any political incidents, economical 
change or natural disasters would greatly affect the business of airlines. Not only the 
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operation of airline, but also its corporate real estate which support the daily operation 
of company must be flexible enough. In Cathay Pacific City, flexibility is mainly 
achieved by widely adopting open-plan design in offices. This kind of office can 
ensure a spacious feeling inside the office, but also bring better communication and 
easier accessibility to other colleagues. However, such design also brings some 
drawbacks, like lowering the privacy at work and satisfaction towards sound level.  
 
Another way to improve flexibility is by introducing a more flexible standardized 
furniture system with ergonomic design taken into consideration. Such system would 
make good use of space in the office, and also ensure easy adaptability of staff after 
churn. The ergonomic design of furniture would greatly affect the physical comfort of 
workplace which in turns affects employees’ workplace satisfaction. Of course, there 
are also other architectural features inside the building, like atrium at the centre of the 
city, and full height windows installed to introduce better natural lighting into the city, 
which brings staff working in the city a lively working environment. Other 
construction features, e.g. raised floor system also help increasing the flexibility of 
Cathay Pacific City. Such system could house all the cables for computer network and 
telephone system wherever there is a need. This is crucial for the Cathay Pacific 
Airways in the world of electronic information, where electronic processing of 
ticketing and reservation are becoming more important in airlines, so efficient 
networking a necessity to support its daily operation.  
 
It is indicated by the result of the research that all the advantages mentioned above 
have increased the general ratings of each category in the questionnaire, except that 
about psychological fulfillment, where it is used for measuring privacy at work and 
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sense of belonging at workplace. Be that as it may, the overall ratings have brought to 
the increase in mean of ratings of workplace satisfaction.  
Fig. 7.1: Summary of correlation coefficients found in the study.   
 
7.3 A balance between flexibility and psychological needs 
 
Results from this research has supported the thought of increasing flexibility would 
increase workplace satisfaction. Nonetheless, it is worth noticing that as flexibility 
increases, psychological fulfillment drops. If an in-depth look is taken into the 
category of psychological fulfillment, the fall of ratings is actually driven mainly by 
the drop of ratings in satisfaction of privacy at workplace. Although there are many 
ways proposed to provide flexibility at workplace and at the same time keeping the 
privacy provided to employees at certain level, like increasing the height of partition 
wall besides each working cubic in office, there is no denying that privacy has been 
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deprived from adopting open-plan layout which provides flexibility in office. Thus, 
before introducing flexibility at workplace, especially the open-plan layout of office, a 
survey may need to be carried out to access what kind of privacy is needed by 
employees at work, so as to strive for a balance between flexibility gain in office and 
privacy provided to employee at workplace. Also, before adopting open-plan office, 
study is needed to be carried out to see whether benefits come from introducing open-
plan office can offset the disadvantages come from drop of workplace privacy.  
 
7.4 Other similar examples 
 
Not just Cathay Pacific Airways build a new headquarters with increased flexibility to 
meet the future needs; there are also other airlines in the world do so in the similar 
way. Just opposite to the Cathay Pacific City at the Hong Kong International Airport, 
Hong Kong Dragon Airlines Ltd. and China National Aviation Corporation have 
jointly built their new headquarters as well, called Dragonair/CNAC House. Inside the 
group of buildings, open-plan office layout is adopted, together with installation of 
raised floor system and demountable partition walls, which provides flexibility to the 
buildings. Other supporting facilities, like canteen, convenient store, swimming pool 
and gymnasium are also provided inside the building for their staff. Like Cathay 
Pacific City, a local community has been formed inside the buildings. 
 
Another exemplary example is the Waterside development of British Airways, which 
is very similar to Cathay Pacific City project in many ways. This project consists of 
six buildings in total to form a corporate village, to relocate about 3000 employees of 
British Airway from different offices into one place. The corporate village 
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accommodates most of the departments of British Airways, including commercial, 
marketing, financial, strategic development as well as human resources. The 
development is just near the Heathrow airport in London for easier monitoring and 
better supporting the airline’s daily operation. Incorporating flexibility in the 
buildings, the corporate village also provides staff of British Airways with supporting 
facilities, like café, restaurant and internet access points. Thus, in terms of movement 
of number of staff, location, functions of buildings and flexibility, Cathay Pacific City 
is very similar to the Waterside corporate village of British Airways. 
  
7.5 Recommendations to corporate real estate managers 
 
Some recommendations have been made to corporate real estate managers concerning 
flexibility in building: 
 
• Studies should be carried out to see which kind of method is best for 
introducing flexibility into existing offices or newly constructed offices.  
 
• If open-plan office is chosen, privacy of employees at workplace should be 
considered. Some methods can help keeping flexibility at workplace without 
sacrificing too much privacy at workplace, like increasing height of partition 
wall, careful planning of major circulation route inside office and applying 
sound absorbing material for finishes inside office and furniture. Machines 
like printers or photocopying machines can be located inside a small room, so 
that the noise generated by them would not affect the staff inside the office.  
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• Supporting facilities, be they working related or non-working related, as well 
as other high-tech information and communication technology, should be 
promoted to staff so as to make fully use of those facilities. This may also help 
increasing their workplace satisfaction. Allowing employees to choose their 
furniture they like, e.g. cabinet and seats, and let them rearrange their 
workplace can also help increasing their workplace satisfaction.  
 
• When installing system furniture inside office, ergonomic design and its 
colour should be carefully selected, since these will also affect employees’ 
comfort towards their workplace.  
 
• Evaluation of workplace performance can be carried out periodically in order 
to ensure components of workplace function well and understand the changing 
needs from employees.  
 
7.6 Limitation of study 
 
The major limitation of this research is the degree of its representation. Only facilities 
coordinators, who are responsible for facilities management in Cathay Pacific 
Airways are invited to participate in this research. Furthermore, since there is only 
one company act as the examinee of this research, with the small sample size of this 
research, having confidence level of 95% with 23.5% variance, the result may not be 
exemplary enough. Also, Cathay Pacific Airways is a Hong Kong based companies, 
thus the result may be affected by the special characteristics of real estate market in 
Hong Kong. Moreover, the results may also be limited to be applied to the 
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headquarters development with similar scale of Cathay Pacific City, which is built to 
house about 3000 staff.  
 
Secondly, the problems associated with self-administered questionnaires are 
unavoidable. Respondent can go through the whole questionnaire before they start 
answering questions. They may also discuss the questions with their colleagues which 
may affect their ratings in answering questions. When they come across with problem 
during answering the questions, they may just randomly pick a rating so as not to 
spend much time in doing the questionnaire, even though a contact is provided to 
them for asking questions. 
 
Thirdly, since the questionnaire is concerning the facilities provided to respondents by 
their company, they may have bias to provide more positive ratings in doing the 
questionnaires. The same problem may also happen during the interview with the 
Building and Support Services Manager of Cathay Pacific Airways. This is because it 
is he who is responsible for managing the whole corporate village, and he may have 
bias in providing positive results and functions about management and new systems 
installed in Cathay Pacific City.  
 
Fourthly, it is assumed that the weighting of factors affecting workplace satisfaction is 
the same for all. However, some factors may count for more weight while others are 
less in reality. The same problem may also happen in calculating mean of ratings of 
each category which influences workplace satisfaction, since questions in each 
category are assumed to carry equal weighting as well. 
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Fifthly, assumption has been made that all the staff working in Cathay Pacific City 
have experienced the change of office, from previous one to new office in the city. 
However, there are actually some staff left after the operation of Cathay Pacific City, 
which leads to the drop of target respondents for this research.  
 
Lastly, since they are not professional in real estate industry, thus they may not 
familiar with the terminologies about systems or facilities in Cathay Pacific City, like 
system furniture at their workplace or those high-tech information and communication 
system provide to them, so they may have difficulties in understanding the questions. 
The same problem also happened in rating the flexibility of office before and after 
moving into Cathay Pacific City. Flexibility is chosen to be rated by respondents since 
there is no objective method for measuring flexibility in building. This is also another 
limitation of this study. 
 
7.7 Recommendations for further research 
 
Due to the limitations above, some recommendations are made for further researches. 
First of all, similar research may be carried out with larger sample size, to include 
more companies and increase higher confidence level of data collected. Control 
experiment should also be introduced in the study, so as to access the degree of effect 
of flexible workplace on workplace satisfaction. Thus, companies do not have new 
headquarters, or their offices are considered to be less flexible should be invited to 
take part in such study.  
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Besides increasing the confidence level of data collected, similar researches are also 
encouraged be carried out to confirm or refute the results obtained in this study. 
Moreover, since different factors affecting workplace satisfaction may carry different 
weighting and the relationship between flexible workplace and workplace satisfaction 
may not be linear, thus, other kinds of correlations calculating methods should be 
used instead of just using Pearson correlation. Weighting of factors affecting 
workplace satisfaction is also encouraged to be found to obtain a more accurate result.  
 
Also, it is pointed out that besides lighting, acoustic level, temperature and natural 
lighting, the design of seat, colour and materials of furniture will also affects 
employees’ satisfaction at their workplace.146 This is because a correct choice of 
colour and material would directly create a comfortable working atmosphere which 
ultimately leads to increase of workplace satisfaction and productivity. Thus in the 
future, such factors should be included in measuring physical comfort at workplace.  
 
Last but not least, part of the workplace privacy will be inevitably sacrificed if open-
plan design is introduced into office, which is a major trend in nowadays new 
commercial buildings in order to obtain more flexibility. As suggested before, a 
balance should be sought between privacy at workplace and flexibility in building. 
Since the topic of studying relationship between flexible workplace and workplace 
satisfaction is not just related to real estate, but also related to psychology, 
professionals from real estate and psychology are encouraged to carry out similar 
researches in corporation.  
 
                                                 
146 Knevitt, 1990, p. 57 
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Appendix I – Sample of questionnaire distributed to Cathay Pacific 
Airways 
 
Employee Satisfaction Survey 
 
This questionnaire concerns your satisfaction with your workplace. 
 
I am a Year Three student from Faculty of Architecture, the University of Hong Kong. 
I am conducting a research about the relationship between workplace environment 
and employee satisfaction. The success of the research depends on your valuable 
opinion. 
 
The questionnaire will only take you a few minutes. Any information collected will be 
treated strictly confidential and will not be disclosed to anyone unless your approval 
is obtained.  
 
The questionnaire is divided into two parts. The first part aims at collecting your 
opinion on satisfaction with your workplace before moving into Cathay City, while 
the second part aims at collecting your opinion on satisfaction with your workplace 
after moving into Cathay City.  
 
Part I –Satisfaction with workplace before moving into Cathay City 
Please tick your preferred box according to your workplace environment before 
moving into Cathay City. 
 
1. It was easy to change the configuration of office, like putting additional 
desk and chair and other furniture for new employee. 
  
  
1 2 3 4 5 
     Strongly 
Disagree 
Strongly 
Agree 
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2. It was easy to change use of particular area in office, like changing a place 
of an employee workplace to a printing station, or changing some 
employee workplaces to a place for meeting.  
 
  
  
 
3. You have enough working space to carry out your daily work activities. 
  
   
 
4. The workplace environment stimulated the communication between you 
and your colleagues. 
 
 
 
5. The workplace allowed you to concentrate on your work easily. 
 
 
 
6. The workplace provided you with privacy during working. 
 
 
 
7. The workplace provided you with privacy when you communicated with 
your colleagues.  
 
 
 
8. You have a sense of belonging to your workplace. 
 
 
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Agree 
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9. It was easy to contact your colleagues in person. 
 
 
 
10. It was easy to contact your colleagues through telephone. 
 
 
 
11. It was easy to contact your colleagues through email. 
 
 
 
12. It was easy to adapt to the working environment. 
 
 
 
13. It was easy to access hardcopies of data/files stored at your workplace. 
 
 
 
14. You felt comfortable with indoor temperature.  
 
 
 
15. You felt comfortable with indoor lighting.  
 
 
 
16. You felt comfortable with sound level at workplace 
 
 
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Agree Strongly Disagree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Disagree 
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Please tick your preferred box according to your workplace environment before 
moving into Cathay City. Please tick ‘NA’ when the item was NOT 
provided/applicable. 
 
17. You satisfied with the supporting services provided, like canteen or café 
 
 
 
18. You satisfied with the desk services, like supporting hotline for employee.  
 
 
 
19. You felt comfortable with natural lighting at workplace. 
 
 
 
20. You satisfied with high-tech communication technology, like wireless 
internet access at workplace. 
 
 
 
21. You satisfied with furniture provided at your workplace, like cabinet, 
desk, chair. 
 
 
 
 
 
 
 
 
 
 
NA 1 2 3 4 5 
      
NA 1 2 3 4 5 
      
NA 1 2 3 4 5 
      
NA 1 2 3 4 5 
      
NA 1 2 3 4 5 
      
Strongly 
Disagree 
Strongly 
Disagree 
Strongly 
Disagree 
Strongly 
Disagree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Agree 
Strongly 
Agree 
Strongly 
Agree 
Strongly 
Agree 
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Part II –Satisfaction with workplace after moving into Cathay City 
Please tick your preferred box according to your workplace environment after moving 
into Cathay City. 
 
1. It is easy to change the configuration of office, like putting additional desk 
and chair and other furniture for new employee. 
  
  
 
2. It is easy to change use of particular area in office, like changing a place 
of an employee workplace to a printing station, or changing some 
employee workplaces to a place for meeting.  
   
 
 
3. You have enough working space to carry out your daily work activities. 
 
  
   
 
4. The workplace environment stimulates the communication between you 
and your colleagues. 
 
 
 
5. The workplace allows you to concentrate on your work easily. 
 
 
 
6. The workplace provides you with privacy during working. 
 
 
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Agree 
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7. The workplace provides you with privacy when you communicate with 
your colleagues.  
 
 
 
8. You have a sense of belonging to your workplace. 
 
 
 
9. It is easy to contact your colleagues in person. 
 
 
 
10. It is easy to contact your colleagues through telephone. 
 
 
 
11. It is easy to contact your colleagues through email. 
 
 
 
12. It is easy to adapt to the working environment. 
 
 
 
13. It is easy to access hardcopies of data/files stored at your workplace. 
 
 
 
 
 
 
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Disagree 
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14. You feel comfortable with indoor temperature.  
 
 
 
 
15. You feel comfortable with indoor lighting.  
 
 
 
16. You feel comfortable with sound level at workplace 
 
 
 
Please tick your preferred box according to your workplace environment after moving 
into Cathay City. Please tick ‘NA’ when the item is NOT provided/applicable. 
 
17. You satisfy with the supporting services provided, like canteen or café 
 
 
 
18. You satisfy with the desk services, like supporting hotline for employee.  
 
 
 
19. You feel comfortable with natural lighting at workplace. 
 
 
 
20. You satisfy with high-tech communication technology, like wireless 
internet access at workplace. 
 
 
1 2 3 4 5 
     
1 2 3 4 5 
     
1 2 3 4 5 
     
NA 1 2 3 4 5 
      
NA 1 2 3 4 5 
      
NA 1 2 3 4 5 
      
NA 1 2 3 4 5 
      
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Disagree 
Strongly 
Disagree 
Strongly 
Disagree 
Strongly 
Disagree 
Strongly 
Disagree 
Strongly 
Agree 
Strongly 
Agree 
Strongly 
Agree 
Strongly 
Agree 
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21. You satisfy with furniture provided at your workplace, like cabinet, desk, 
chair. 
 
 
 
 
No. of years working in Cathay Pacific Airways 
 
 
Name of department 
 
 
No. of employee in your department 
 
 
Address of previous office  
 
 
Name (Optional) 
 
 
Contact (Optional) 
 
 
This is the end of questionnaire. Thank you very much for your kind assistance. For any enquiries, 
please contact Mr. Leung at 90908857 or through email at alexllm@hkusua.hku.hk. 
 
 
 
NA 1 2 3 4 5 
      Strongly Disagree 
Strongly 
Agree 
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Appendix II – Generic Benchmark developed by Wilkinson and 
Leifer (2003)  
 
 
Key: 95% confidence (1.6 SD) N > 50 respondents 
         99% confidence (2.3 SD) N > 50 respondents 
 
Source: Best, Langston and de Valence, 2003, p. 163 
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Appendix III – Pictures of Cathay Pacific City 
 
Pic. A1: Cathay Pacific City 
 
Pic. A2: Logo of Cathay Pacific City 
